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ABSTRACT / EXECUTIVE SUMMARY 
The aim of this research was to explore employee responses to the implementation of SAP 
R/3 and Connected Application Portfolios (CAPs) in Shell South Africa (Pty) Ltd.  
Downstream-One (DS-1) Business/Lubricants (B2B/Lubes) Project Implementation 
Programme.  It assessed whether employees accepted or rejected change prior to the 
implementation of SAP R/3 and CAP’s.  In 2005 globally Shell launched its Enterprise 
Resource Planning (ERP) implementation.  Its 16
th
 implementation was conducted in Shell 
South Africa (Pty) Ltd. (Shell SA) in 2008.  This research was conducted using a qualitative 
approach.   
 
Research methodology and hypothesis: 
Data was collected by means of an on-line survey method, known as Zoomerang.  
Employees were requested to participate in a Two Change Readiness Assessment Survey 
known as Change Readiness Assessment One (CRA1) and Change Readiness Assessment 
Two (CRA2) by completing two voluntary on-line Change Readiness Assessment 
Questionnaires (CRAQ’s).  Cronbach Alpha was used to determine the reliability and validity 
of the CRAQs.  Employee responses were analyzed through a Change Readiness 
Assessment Survey (CRAS).  These CRA questionnaires assessed employee responses to 
six variables or constructs:  leadership, motivation, enablement, involvement, understanding 
and communication for change readiness.  The scores for each variable category were 
measured against this target level for an indication of the change readiness of employees in 
South Africa for the DS-1 changes.  4.0 reflected the target score level and 5=Strongly Agree, 
4 = Agree, 2 = Disagree and 1 = Strongly Disagree.   
 
The hypothesis for this research study represented six variables (leadership, motivation, 
enablement, involvement, understanding and communication) to change readiness.  
Hypothesis H1 and H2 addressed the sample (p), H3 leadership, H4 motivation, H5 
understanding, H6 communication, H7 involvement, H8 enablement.  A null hypothesis was 
included for the hypotheses represented in this treatise.  This study tested whether or not the 
sample taken from the population was a true reflection of the population (Hypothesis Ho1 and 
H1 – Sample from population 1 true reflection of the population and Hypothesis Ho2 and H2 – 
Sample from population 2 true reflection of population).  The results indicated that sample 1 
was representative of population 1 and sample 2 representative of population 2.   
 
The purposive or judgemental sampling method is the non-probability sampling technique 
used for this study.  The population size (P) for CRA1, N=527 and the population size (P) for 
CRA2, N=555.  The researcher selected a sample of seven CoB/F from the total population 
(P) for this study.  Hence, CRA1 population (p) sample size, n=138 and CRA2 population 
sample size, n=184.  The population sample size (p) included the following CoB and CoF:   
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B2B/Lubricants [Fuels and Bitumen (F&B), Marine and Aviation], Lubricants Supply Chain 
(LSC) and the Global Customer Service Centre (GCSC).  To determine the respondents’ final 
result for the entire framework, the six average scores across all the change readiness 
variables were averaged.  This gauged respondents changed readiness level within their 
respective CoB/F.  The average scores across the six variables for the total sample were:  
CRA1 Sample 1 scored 4.09 and CRA2 Sample 2 scored 4.15.  The sample received the 
target score of 4.0 for both CRA1 and CRA2 for the change readiness variables leadership, 
motivation, enablement, involvement and understanding.   
 
Results for this research  
The target score of 4.0 for all the change variables (except communication) was achieved.  
The null hypothesis was rejected and the alternative hypothesis accepted for CRA1 and 
CRA2 for all the change variables (except the communication variable) and that the sample 
was ready for change for both CRA1 and CRA2.  In both CRA1 and CRA2 the sample did not 
achieve the target score of 4.0 for the communication variable.  Therefore, the null hypothesis 
was accepted and the alternative hypothesis rejected in CRA1 and CRA2 respectively.  
Hence, the communication variable was not ready for change.  The results of the research 
highlighted concerns regarding the communication variable and communication change 
readiness, which needed to be addressed in future DS-1 programmes.  Recommendations 
were made for the DS-1 programme to address these concerns.   
 
The major insights gained from this study  
Good communication is conducive to good relations not only between management and 
employees and within groups, but also between the business and its environment
1
.  The 
research indicated that communication during the change process was a critical factor in 
determining the success of the change effort.  Owing to the disruption that change causes, 
employees resist change even if they know that the change is beneficial.  Communicating 
change in an open and honest manner, will keep resistance to the minimum.  Therefore, 
greater attention should be placed on communication as an enabler for change
2
.   
 
Increased early and continuous communication.  The need to communicate plays an 
important role in an individual’s ability to participate in community life
3
.  Since it was 
anticipated that communication scores would be below the expected results in CRA1 due to 
anxieties around the organisation and limited involvement by staff, greater communication 
regarding activities and milestones by including elements of DS-1 change journey in team 
meetings would be increased, in order to increase the communication variable score.  This  
                                            
1
 Cronje, du Toit & Motlatla (2000:161);  Neher (1997);  Miller (2003);  Tuckman, B & Jensen, M.  Stages of Small 
Group Development Revised.  Group and Organizational Studies, 1977, (2): 419-27. 
2
 Cunningham, Potgieter, Bagraim & Viedge (2006:391);  Falcone.  Communication Breakdown:  Improving 
Supervisor-Employee Relations, HR Focus, 1998, 75 (9):8. 
3
 Steinberg (2006);  Barker & Angelopulo (2006) 
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means that the increase in early and continuous communications may increase employee 
participation in the change process and will decrease resistance to change because 
employee involvement in a changing environment, change strategies and implementation of 
change are discussed, will demonstrate greater employee enthusiasm
4
. 
 
Increase top management / leadership involvement in communicating change.  A 
considerable amount of a leader’s time should be devoted to communication because without 
it, the management process cannot be carried out, as it enhances understanding between 
employees and their leaders
5
.  An environment of trust is fostered when leaders communicate 
relevant, timely and accurate information to staff.  It is essential that employees believe in the 
leadership integrity and employees must perceive their intentions as good for the organisation 
and its members
6
.   
 
Greater line management involvement in the change process.  Management should 
demonstrate persistence in introducing new values into the organisation
7
. 
 
Greater attention to strategic planning in communications.  Even though a communications 
strategy, stakeholder plan were implemented, greater attention to be place in managing the 
frequency of messages and to which stakeholder’s messages are dispersed as all 
stakeholders have different needs and careful planning is required to ensure clarity of the 
messages.  The successful management of resistance to change is a key factor in any 
change process.   
 
Determine the preferred medium to communicate change.  Stress and anxiety may occur 
nearing Go-live.  Communicating change to an audience in their preferred media may 
enhance the communications strategy and increase employee awareness of the planned 
change
8
. 
 
Communicating a strategic human resources plan.  The development of a human resources 
plan for retaining and redeployment of employees is critical.  If job losses are inevitable, a fair 
and equitable social plan must be negotiated with all relevant parties
9
. 
 
Communication is a critical success factor in transforming the organisation for successful 
ERP implementations
10
.  Levels of conflict can be related to overall organisational  
                                            
4
 Cunningham et al. (2006:390);  Barker & Angelopulo (2006); Burke (1982)  
5
 Neher (1997);  Miller (2003);  Cronje et al. (2000:161) 
6
 Cunningham et al.(2006:391); Barker & Angelopulo (2006) 
7
 Cunningham et al. (2006:390);  Barker & Angelopulo (2006) 
8
 Thompson, J.L (1997);  Cherry (1966) 
9
 Feurer & Chaharbaghi.  Strategy Development:  Past, Present and Future, Management Decision, 1995, 33 (6):11-
21;  Cunningham et al. (2006:390) 
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performance
11
.  Too much conflict can be disruptive, creating chaos and damaging 
interpersonal relations.  Too little conflict can also detract from performance.  If conflict levels 
are too low, innovation and change are less likely to take place.  Each organisation has its 
optimal level of conflict that can be functional
12
.  Therefore, communicating change is not a 
once-off action
13
.   
 
The strength of the study is that the CRAQ was developed with acceptable and good 
reliability and validity and the sample was representative of the population.  The study 
contributed to the behavioural and social sciences field, as an insight into employee 
responses to the implementation of SAP R/3 and CAPs was provided and the study shows 
how future ERP implementation (change programmes) can be improved through planned 
change. 
 
 
                                                                                                                             
10
 Neher (1997); Harris, Stanz, Zaaiman, & Groenewald.  The stages of users’ concern when adopting new 
technology.  SA Journal of Human Resource Management, 2004, 2 (3), 54-61; Trittmann, Stelzer, Hierholzer & 
Mellwas.  1999.  Retrieved:  Changing Software Development:  A Case study at SAP AG.  In proceedings of 7
th
 
European Conference on Information Systems.   23 – 25 June (2) 692-703.  [Online].  Available:  
http://aisel.aisnet.org/cgi/viewcontent.cgi?article=1011&context=irwitpm2008.  [20 September 2010];  Trimmer, 
Pumphrey & Wiggins.  ERP implementation in rural health care.  Journal of Management in Medicine, 2002, (16):  
113 – 132.   
11
 Mullins (2008); Northcraft & Neale (1994) 
12
 Ivancevich & Matteson (1996:360);  Anstey (1997);  Miller (2003); Cherry (1966);  Hopmann (1996). 
13
 Neher (1997);  Barker & Angelopulo (2006); Cherry (1966) 
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HRIS – Human Resource Information System 
LCA – Local Communications Advisor 
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LES – Live Environment Simulation 
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Lubricants – Lubes 
sample 1 - Respondents from Change Readiness Assessment One (CRA1)  
sample 2 - Respondents from Change Readiness Assessment Two (CRA2)  
SAP – Systems Applications and Products in data processing 
SAP R/3 - Real-time data processing 
StBC - Sell to Business Customer  
xCoB/F - Cross-Class of Business/Function 
 
GLOSSARY OF TERMS 
B2B/Lubes (Business to Business/Lubricants) - The sample (p), which includes the classes of 
business or functions (COF/F):  Marine, Aviation, Global Customer Service Centre (GCCS), 
Lubricants Supply Chain (LSC), Commercial Fuels and Bitumen (F&B) and Lubricants 
(Lubes) 
 
BCIM (Business Change Implementation Methodology) - Overriding methodology for 
business change on the Downstream-One methodology 
 
Business Readiness Review (BRR) - Involves senior global project staff reviewing the 
business and deciding whether it is ready to proceed with the Downstream-one 
implementation under the current timelines and what work still needs to be done.  The BRR 
also pinpoints any potential risks, challenges or obstacles to the programme.  Two BRR will 
take place at Shell.  The first is known as Business Readiness Review one (BRR1) and the 
second is known as Business Readiness Review Two (BRR2)
14
 
 
CAP (Connected Application Portfolio) - All of the IT enablers that are critical to GSAP and 
support business operations 
 
CEL (Change & Engagement Lead) - Ensures that each Class of Business/Function is 
undertaking its Change Programme 
 
CIM (Cluster Implementation Manager) - The Cluster Implementation manager reports to the 
Global Senior Accountable Executive for Sell to Business Customer (StBC) 
                                            
14
 Retrieved: Matsane, C.  2009.  B2B access BRR.  [Online].  Available:  www.shell.com/southafrica/news [2 
February 2009] 
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CLA (Communications Local Advisor) - Ensures that each CoB/F is undertaking its Change 
Programme 
 
CP (Customer Promise) - Includes Delivery Promise but focuses on the offer to order 
elements of the promise, for example, pricing and payment terms or services. 
 
CSOM (Customer Service Operating Model) - The part of Streamline which aims to simplify 
and standardize the Customer Service operation globally 
 
DS-1 (Downstream-one) - The total population (P).  Including Shell’s entire business process, 
Global SAP and Connected Application Portfolio Program 
 
ERP (Enterprise Resource Planning) - Shell’s Enterprise Resource Planning Application 
 
Go-Live (Go-Live) - 1 October 2009, scheduled date for GSAP and related CAP Go-Live  
 
GSAP (Global SAP) - The global Enterprise resource planning system adopted by Shell 
 
ILT (Instructor Led Training) - Classroom style training 
 
Live Environment Simulation (LES) - Tests to check that GSAP and IT CAP tools work as 
expected 
 
Pathfinder Country - Countries where the DS-1 key changes will be piloted and implemented 
first.  Pathfinder Countries include:  Hungary, Malaysia and United Kingdom
15
 
 
SAP - SAP AG a software company.  The head office situated in Waldron, Germany, was 
founded in 1972.  SAP is known as “Systems Analysis and Product”
16
 
 
SAP R/3 – SAP AG’s client-server version of the software called SAP R/3 (The "R" stands for 
"Real-time” data processing and “3” for 3-tier).  This architecture is compatible with multiple 
platforms and operating systems, such as Microsoft Windows or UNIX.  SAP R/3 was officially 
launched on 6 July 1992, renamed SAP ERP and later again renamed ECC (ERP Central 
Component).  SAP came to dominate the large business applications market over the next 10 
years.  SAP ECC 5.0 ERP was the successor of SAP R/3 4.70.  The newest version of the 
suite is MySAP 2005 or SAP ECC 6.0
17
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 Retrieved: Article 6467 - Downstream-One Programme, Shell on-line Intranet Articles.  2008. [Online].  Available: 
http://www.shell.com/downstream/one_programme [1 July 2008] 
16
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SAP Implementation - the set of processes that define a complete method to implement 
Enterprise Resource Planning SAP ERP software in an organisation
18
   
 
The Business to business (B2B) and Lubricants Change & Engagement Team - a team of 
change, organisation design, training and communications professionals whose role is to 
support Implementation Teams in every aspect of guiding people along the change journey.  
Acknowledging that audiences and messages vary due to many factors, Change & 
Engagement (C&E) is segmented into activities and actions according to the needs of the 
situation
19
 
 
Training - The acquisition of knowledge, skills and attitudes as a result of the teaching of 
vocational or practical skills and knowledge that relates to specific useful skills
20
 
 
Train-the-trainer - Programme where global training teams transfer knowledge to local 
trainers and Superusers
21
 
 
Wave One (Wave 1) countries - Austria, Belgium, Denmark, Finland, Germany, Greece, Hong 
Kong, Italy, The Netherlands, Norway, Philippines, Singapore, Sweden, Switzerland and 
USA
22
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CHAPTER 1:  INTRODUCTION 
“All conflict is about change”
23
.  South African markets since 1994 have been characterised 
by an array of change.  While many organisations lacked skills to compete in the global 
market
24
, organisations were still forced to grow their capabilities and skills as well as develop 
and cultivate a high performance culture in order to participate in the global economy
25
.  The 
challenges of the global economy have forced leadership in the organisation to align their 
thinking to the global mindset
26
.  Increased competition by rival business and e-business, 
demands that organisations change and transform themselves in order to compete in a global 
economy
27
.  These non-financial indicators have forced businesses to change their strategies 
and performance measures to stay competitive
28
.  Today, consumers want quality goods, 
effective and efficient service at lower prices; employees seek greater development 
opportunities and better conditions of service, and shareholders want greater returns on their 
investments.  Therefore, the past decade has seen the rapid increase in global competition 
brought about by technological change.  In addition, product variety proliferation has 
accentuated the role of continuous performance improvement as a strategic and competitive 
requirement in many organisations
29
. 
 
Winning companies are those who anticipate change and react to it in time
30
.  Therefore, the 
implementation of ERP systems such as SAP R/3 has become a business imperative.  
However, the successes of these ERP implementations lie in the hands of people:  people 
who drive the change process and people who utilise the system to give effect to change.  
Human response to change is driven through either resisting or embracing change.  The 
subsequent employee resistance to change due to the implementation of new technologies 
often gives rise to conflict.  Therefore, associated organisational tensions are omnipresent.  
However, the perspective of social scientists is to view conflict as a motor of change and 
describe transformation as a lens and strategy for approaching conflict
31
.   
 
                                            
23
 Anstey (1993:3) 
24
 Van Heerden & Roodt (2007).  The development of a measuring instrument for assessing a high performance 
culture.  SA Journal of Industrial Psychology, 33 (1): 18-28 
25
 Eygelaar (2004: 8);  Neher (1997);  Barker & Angelopulo (2006);  Stuart, J & van Vuuren, L.J.  Cognitive style and the 
interpretation of organsational change.  Journal of Industrial Psychology.  1998, 24 (30), 22 – 31;  Stanton.  An empirical 
assessment of data collection using the Internet.  Personnel Psychology, 1998, 51 (3), 709-725. 
26
 Darling (1999).  Organisation excellence and Leadership strategies: Principles followed by top multinational executives.  
Leadership and Organisation Development Journal.  20 (6): 309-321, Brewster, Dowling, Grobler, P, Holland, Warnich 
(2000);  Flanagin & Metzger.  Internet use in contemporary media environment.  Human Communication Research, 2001, 
27 (1):  153-181;  Hough & Neuland (2000). 
27
 Darling (1999).  Organisation excellence and Leadership strategies: Principles followed by top multinational 
executives.  Leadership and Organisation Development Journal.  20 (6): 309-321. 
28
 Neely (1999).  The performance measurement revolution: why now and what next?  International Journal of 
Operations & Production Management, 19 (2): 205. 
29
 Brits, J.  22 April 2008.  Planned change in a financial organisation:  a case study.  Submitted in partial fulfillment of 
Master of Commerce.  University of Johannesburg.  Available: http://hdl.handle.net/10210/270 [3 March 2010] 
30
 Cunningham et. al (2007:374);  Kamal,  2010.  Retrieved:  Investigating the Role of Project Champions in e-
Government Integration Initiatives in Local Government Domain.  [Online].  Available:  
http://aisel.aisnet.org/cgi/viewcontent.cgi?article=1280&context=amcis2010.  [1 September 2010]. 
31
 Retrieved: Lederach & Maiese.  October 2003.  Conflict Transformation.  Beyond Intractability.  Available:  
http://www.beyondintractability.org/essay/transformation/ [13 March 2010];  Douglas (1976). 
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The purpose of this research was to explore employee responses to the implementation of 
SAP R/3 and Connected Application Portfolio (CAPs) at an energy company.  This study 
looked at change management as an approach to conflict transformation.  In addition, it 
assessed employee responses prior to the implementation of an ERP system in an energy 
company through an analysis of two change readiness assessments.  The study proposes 
that “change must involve the people – change must not be imposed upon people”
32
.   
 
1.1 BACKGROUND TO THE STUDY 
Shell commenced its global Enterprise Resource Planning (ERP) implementation in 2005.  
This included the implementation of SAP R/3 and CAPs in various countries.  Shell South 
Africa commenced its DS-1 journey in January 2008 [Refer to Figure 1:  South Africa’s 
Integrated Deployment Model (IDM)]
33
.  In order to implement its new streamline processes 
and be prepared for Systems Application and Data Processing (SAP R/3) Go-Live, the 
organisation required a smart, consistent approach to the implementation.  This was achieved 
by drawing on learnings from the Pathfinder countries such as Hungary, Malaysia and the 
United Kingdom, and implement learnings for the new ways of working.  These learnings 
included that Shell required an integrated plan and that the new streamline process was in 
place.  This process was known as Business Readiness.  2011 will mark the completion the 
implementation of SAP R/3 and CAPs globally at Shell
34
.  Upon completion, even though only 
40 000 end-users will make use of SAP R/3, all employees in Downstream will be affected by 
the DS-1 Programme as they apply the new Streamline policies and Connected Application 
Portfolio (CAPs).   
 
Shell implemented strategies and methodologies, and resourced a high-performance team to 
achieve the DS-1 objectives.  This included the Business Change Implementation 
Methodology (BCIM); and a Change and Engage (C&E) Methodology which contained the 
what, when and how of C&E activities during the country or cluster deployment of DS-1.  This 
was mandatory for all local DS-1 C&E teams and business resources.  In addition, it included 
the C&E Plan on a Page (POAP), which showed steps followed, by different C&E 
workstreams in a country/cluster deployment.  The BCIM methodology, which links into South 
Africa’s IDM Model, aims to:   guide change and mitigate risk, mobilise the leaders, engage 
and communicate with stakeholders, align the organisation; and prepare the workforce.  
Furthermore, a high performance project team was established to ensure successful 
implementation of the DS-1 journey.   
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The People Readiness Manager commenced his role with effect from 1 January 2009 to 
ensure promotion of people readiness at a local level in South Africa.  The researcher’s role 
as Training Advisor for the Business-to-Business/Lubricants (B2B/Lubes) was to prepare the 
B2B/Lubes community for Go-Live.  This was known as the DS-1 Training ambition.  The Go-
Live date was 1 October 2009.   
 
Owing to forces demanding change, organisations are required to change in order to continue 
their existence.  This makes change unavoidable and part of the organisation’s life cycle.  
Literature asserts the need for continuous change and renewal
35
.  However, change 
interventions (planned actions to make things different) are essential in managing the change 
process because it may affect employee acceptance or rejection to change
36
.  Employee 
resistance can be a significant deterrent to effective organisational change because 
organisational change can generate scepticism and resistance in employees.  This makes it 
difficult or often impossible to implement organisational improvements
37
.   
 
This research study consists of six chapters.  Chapter 1 is the introduction, Chapter 2 
underpins the theoretical framework of this research, Chapter 3 gives the research 
methodology, Chapter 4 presents the analysis and findings, Chapter 5 provides 
recommendations and Chapter 6 presents the summary and conclusion to the study. 
 
                                            
35
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36
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37
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Figure 1:  South Africa's Integrated Deployment Model (IDM) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
(Dutton, 2007:8) 
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1.1.1 Rationale for study 
The writer elected to conduct this study in a SAP related topic after completion of the SAP R/3 
Human Resource Information Systems (HRIS) for her BA Honours Degree (Labour Relations 
and Human Resource Management).  The writer was exposed to SAP R/3 while working at 
General Motors South Africa (Pty) Ltd.  In 2008, the writer was offered a position as Training 
Advisor at Shell Marketing South Africa (Pty) Ltd. to form part of the Downstream-one 
B2B/Lubes, Change and Engage Project Implementation Team.  This was a global SAP R/3 
implementation project and the prospect of working in a global implementation project team 
where personal, academic, organisational and community values were aligned to a globally 
competitive and value-based organisation, was an opportunity the writer wanted to take.  The 
motivation, therefore, was value based.   
 
In addition, the writer observed change in the global economy over the last decade, through 
organisations growing their capabilities and skills and developing a high-performance culture.  
These capabilities and skills supported by a high-performance culture enable the organisations 
to compare their actual performance with the best in their class and to continually search for 
ways to improve their performance even further.  Therefore, “regardless of the type of 
organisation or the size of the organisation, to strive for excellence, an organisation must be able 
to measure its performance.”  This can only be achieved if companies have cultivated what is 
known as a “high-performance culture”
38
.  An ERP system is an organisation’s enabler to 
increasing its competitiveness and is a tool to enhancing employee performance.  Employee 
responses to the implementation of ERP systems, such as SAP R/3, were significant to the 
researcher in understanding whether employees accept or reject the implementation of an ERP 
system in an organisation. The acceptance or rejection of change would affect an organisation’s 
performance and ultimately its bottom line.  For the aforementioned reasons, the writer elected 
to conduct her research on a SAP-related topic. 
 
The research is worth academic investigation because change provides insight into employee 
responses in global ERP implementation.  ERP literature is grounded in the information systems 
field and therefore the analysis of this study can provide valuable learnings to the behavioural 
science field.   
 
                                            
38
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1.2 RESEARCH QUESTION 
The Change Readiness Assessment Survey provides employee responses to change (if 
employees are ready or not ready, for the implementation of SAP R/3 and CAPs).  The primary 
question for this research is:   
 
“What are employees in Business to Business/Lubricants’ responses to change and are 
they ready for change?” 
 
1.3 RESEARCH HYPOTHESIS 
A hypothesis is defined as a “tentative explanation of the relationship between two or more 
variables”
39
.  The purpose of a hypothesis is to “predict a relationship between two variables that 
can be tested”
40
.  If a relationship between the variables appears in the research hypothesis, it is 
expected that the research hypothesis and the statistical methods will bring this relationship to 
light.  In other words, the researcher would like to make statistically valid conclusions
41
.   
 
The hypothesis for this research study represents six variables (leadership, motivation, 
enablement, involvement, understanding and communication) to change readiness.  Hypotheses 
H1 and H2 will address the sample (p), H3 leadership, H4 motivation, H5 understanding, H6 
communication, H7 involvement and H8 enablement.  In this research, statistical hypotheses 
consisting of two complementary statements known as the null Hypothesis and the alternative 
Hypothesis were used. 
 
Hypotheses Ho1 and H1 – Sample from population 1 true reflection of the population 
In order to make general observations about the population from studying the sample, it was 
required that the sample be representative of the population concerned
42
.  This study tests 
whether or not the sample taken from the population was a true reflection of the population.  For 
the purpose of this study the following hypotheses were presented:  
Ho1: The sample taken from population 1 was a true reflection of the population  
H1: The sample taken from population 1 was not a true reflection of the population  
 
Hypotheses Ho2 and H2 – Sample from population 2 true reflection of population 
In order to make general observations about the population from studying the sample, it was 
required that the sample be representative of the population concerned
43
.  This study will test  
                                            
39
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40
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41
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whether or not the sample taken from the population was a true reflection of the population.  For 
the purpose of this study the following hypotheses were presented:  
Ho2: The sample taken from population 2 was a true reflection of population 2  
H2: The sample taken from population 2 was not a true reflection of population 2  
 
Hypotheses Ho3 and H3 – Leadership and Readiness 
Ho3: There was no relationship between leadership and readiness 
H3: There was a positive correlation between leadership and readiness 
 
Hypotheses Ho4 and H4 – Motivation and Readiness 
Ho4: There was no relationship between motivation and readiness 
H4: There was a positive correlation between motivation and readiness 
 
Hypotheses Ho5 and H5 – Understanding and Readiness 
Ho5: There was no relationship between understanding and readiness 
H5: There was a positive relationship between understanding and readiness 
 
Hypotheses Ho6 and H6 – Communication and Readiness 
Ho6: There was no relationship between communication and readiness 
H6: There was a positive relationship between communication and readiness 
 
Hypotheses Ho7and H7 – Involvement and Readiness 
Ho7: There was no relationship between involvement and readiness 
H7: There was a positive relationship between involvement and readiness 
 
Hypotheses Ho8 and H8 – Enablement and Readiness 
Ho8: There was no relationship between enablement and readiness 
H8: There was a positive correlation between enablement and readiness 
 
1.4 RESEARCH AIM 
1.4.1 Primary Aims to: 
 Explore employee responses to the implementation of SAP R/3 and Connected 
Application Portfolios (CAPs) 
 Assess whether employees accept change prior to the implementation of an SAP 
R/3 and Connected Application Portfolios (CAPs) 
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 Assess whether employees reject change prior to the implementation of an SAP R/3 
and Connected Application Portfolios (CAPs) 
1.4.2 Secondary Aims to: 
 Determine what employee responses in Change Readiness Assessment One 
(CRA1) are 
 Determine what employee responses in Change Readiness Assessment Two 
(CRA2) are 
 Determine whether employee responses differ in Change Readiness Assessment 
One (CRA1) from those of Change Readiness Assessment Two (CRA2) 
 Determine whether there are similarities in employee responses in Change 
Readiness Assessment One (CRA1) to those of Change Readiness Assessment 
Two (CRA2) 
 Determine whether employees are ready for Go-Live based on their responses in 
CRA1 and CRA2  
 Determine whether a positive relationship exists between variables (leadership, 
motivation, understanding, communication, involvement and enablement) and 
readiness 
 
1.5 RESEARCH OBJECTIVES 
The primary and secondary aims of this research will be achieved by means of the following: 
 Exploring employee responses to the implementation of SAP R/3 and CAPs 
 Analysing employee responses to Change Readiness Assessment one (CRA1) and 
Change Readiness Assessment Two (CRA2) 
 Determining whether employees in Business-to-Business/Lubricants are ready for 
Go-Live through an analysis of Change Readiness Assessment one (CRA1) and 
Change Readiness Assessment Two (CRA2) 
 
This chapter presented the introduction to this study.  This introduction included the study’s 
aims, objectives, hypotheses and it also offered its rationale.  In order to understand and provide 
insight into employee responses to the implementation of an ERP system and CAPs, the 
following chapter explores academic and ERP literature regarding employee responses to 
change.   
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CHAPTER 2:  LITERATURE REVIEW 
In this chapter literature regarding employee responses to the implementation of an ERP system 
will be discussed.  Empirical studies have demonstrated that user acceptance is an imperative 
organisational outcome for ERP implementation because ERP implementations may fail owing 
to user resistance
44
.  Some literature argues that little focus has been placed on non-
technological models as well as people, which could explain employee response to the ERP 
phenomenon
45
.  However, substantial academic literature suggests that people are critical 
towards successful ERP implementations
46
.   
 
This segment of the research asserts the significance of social conflict to organisational change 
and transformation.  The study provides insight into the dynamics that exist in organisational 
transformation and the subsequent effects on people due to new technological advances.  
Change management will be looked at and the phenomenon of employee resistance presented.  
Leadership, understanding, enablement, communication, involvement and motivation are 
explored as organisational change variables for people readiness.  The conclusion will attempt 
to provide synergy and align the aforementioned sections together. 
 
2.1 ORGANISATIONAL CHANGE 
Change is a very complex process that takes a long time to anchor in the corporate culture
47
. 
Senge (1990) states that change is the only constant variable in business today, but Kets de 
Vries (2001:177) states that change is not a simple process, or a comfortable one. 
 
Social scientists question whether organisational change “reconfigures components of an 
organisation to increase efficiency and effectiveness”
48
.  Research suggests that organisational 
change takes the form of “forming, storming, norming, performing and adjourning” for each  
dramatic change
49
.  Research reflects reasons why benefits are not being released in the 
implementation of new technologies.  These reasons include that change was viewed as a  
                                            
44
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45
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single event rather than an evolving process 
50
 and therefore change was not viewed as a social 
process taking place over a period of time during which people and systems must undergo 
significant change, learning, adaptation and growth
51
.  In addition, minimal consideration was 
placed on people affected by this change
52
.  Acceptance of change is critical because people 
need to move through stages of change (preparation, acceptance and commitment) in order to 
bring about the adoption of innovative technology
53
.   
 
2.1.1 Research and resistance to organisational change 
Research has found that the majority of change initiatives fail owing to resistance caused by 
poor conceptualization and planning, and the lack of proper integration of the people and 
business dimensions of change
54
.  For example, research indicates that 50% to 75% of all major 
corporate change efforts fail (resistance to change being a contributor to that failure)
55
.  Social 
scientists compare organisational resistance to change to cultural resistance to change, arguing 
that similarities exist.  Resistance to change is a common phenomenon in organisations 
because groups within the organisation have different interests.  To overcome resistance to 
change, Lewin’s theory suggests that it is more effective for change agents to remove barriers 
than to emphasize reasons supporting change
56
. 
 
ERP implementation frequently provokes internal resistance
57
.  While studies reflect that 
management is reluctant to sacrifice a legacy system because of the threat to their own 
authority
58
, studies also indicate the importance of interventions such as job impact analysis and 
management involvement through the change process, to mitigate ERP resistance
59
.   
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In addition, findings from a study conducted by Aladwani (where the goal was to demonstrate 
how marketing ERP implementation ideas and strategies together could help overcome workers’ 
resistance to ERP), conclusively suggest that the marketing concepts and strategies are 
adaptable to the ERP implementation context.  To overcome end-user resistance to change it 
was recommended that top management should study the structure and needs of the users and 
the causes of potential resistance, and deal with the situation by using the appropriate strategies 
and techniques in order to introduce ERP successfully and evaluate the status of change 
management efforts
60
. 
 
Research reflects the significance of analysing ERP acceptance and employee perceptions from 
an organisational change perspective.  In Kwahk’s research, an exploration is conducted of the 
role which employee attitude plays toward change, in a research model consisting of its 
consequences (perceived usefulness and perceived ease of usefulness and its antecedents) as 
well as organisational commitment and perceived personal competence.  Findings were that 
while information systems utilisation behaviour significantly affects beliefs regarding the system’s 
usefulness and ease of use, utilisation behaviour was highly dependent on attitude towards 
change.  Perceived usefulness had the greatest effect on information system utilisation 
behaviour, and perceived usefulness remained the most significant predictor of information 
system utilisation behaviour consistent with prior studies.  As regards the affected perception of 
an ERP systems usefulness and ease of utilisation, attitude towards change significantly 
affected perception of an ERP system.  Secondly, it was found that a favourable attitude toward 
change gave rise to the understanding that the benefits of ERP system that would make them 
productive when employees believed that the launch of the system formed part of an 
organisation’s efforts, and that organisational change would enhance organisational 
performance and their productivity
61
.   
 
In addition, the favourable attitude toward change gave rise to employees’ perception that the 
ERP system would be easy to use, as they believed that they could learn how to make use of it.  
This implied that the attitude of an employee toward change played a critical role regarding the 
system’s technological attributes of system acceptance.  While the greater part of research was 
based on the information system field, it still provided substantial findings about employee  
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responses to the implementation of an ERP system in an organisation and the impact of 
organisational transformation
62
. 
 
2.2 CHANGE MANAGEMENT  
Change management is a structured approach to transitioning individuals, teams and 
organisations from a current state to a desired future state
63
.  The current definition of change 
management includes both organisational change management processes and individual 
change management models, which together are used to manage the people side of change
64
.   
 
The key to managing change was taking a holistic approach, which treats the systematic 
(business) and interactive (people) aspects of change as the sum of its parts
65
.  A neglect of the 
human element of change leads to resistance to the work that is being undertaken and 
increases change failure.  This perspective appears in the works of numerous change theorists 
and practitioners
66
.   
 
2.2.1 Research and Change Management Methodologies 
The management of change has been explored by various disciplines, for example research into 
social science
67
, organisational development
68
, organisational transition
69
, organisational 
transformation
70
, diffusion of innovations
71
 and organisational learning
72
.  Studies propose 
various change management methodologies for ERP implementations.  These include that focus 
be placed on education and communication, participation and involvement, negotiation and 
agreement, manipulation and co-option; and coercion
73
.  Lewin’s three-phase theory for  
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managing change (including the process of unfreezing, movement and refreezing) has been 
widely utilised in an array of literature as a popular model
74
.   
 
2.3 CONFLICT MANAGEMENT AND TRANSFORMATION 
Organisational transformation is a change concept explored in literature and considered in terms 
of the results of a qualitative study of limited scope conducted among managers of a local 
government institution.  Both the literature and the findings of the study reveal substantial 
variation in the meaning of “transformation” which was considered undesirable for change 
management practices
75
. 
 
The fabric of human relationships continually changes because conflict is present in all 
relationships 
76
.  A significant link exists between conflict and change.  Four central modes in 
which conflict impacts situations and changes things, include:  personal, relational, structural and 
cultural dimensions.  Conflict transformation can be seen as a lens to view the immediate 
situation, to look past the immediate problems and view deeper relationship patterns that form 
the context of the conflict, to address what is happening in human relationships at a deeper 
level, and lastly to envisage a framework holding these factors together.  Therefore, a platform 
can be built to address issues in the relationship, in which parties are able to seek both creative 
responses and solutions
77
.   
 
2.4 ERP READINESS, CHALLENGES AND SUCCESS FACTORS  
Extensive research and studies have been conducted focusing on both the challenges and 
success factors for ERP implementation
78
.  Factors contributing to readiness for organisational 
change include:  a demonstrable need for change; a perceived sense of one’s ability to 
successfully accomplish change (self-efficacy); and an opportunity to participate in the change 
process
79
.   
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This section provides insight into ERP implementation success and challenges.  It emphasizes 
the value that change readiness assessments have in assessing readiness for ERP 
implementations and the magnitude of assessing readiness to key change variables such as 
leadership, communication, culture, project management, technical and functional aspects, and 
resources.  The study illustrates the significance of preparing employees to meet the challenges 
of ERP Implemenation systems, by assessing their state of readiness. 
 
2.4.1 Defining “Change Readiness”  
Readiness for change is distinguished from resistance to change.  Readiness is the cognitive 
precursor to the behaviours of either resistance to, or support for, a change effort.  The primary 
mechanism for creating readiness for change among members of an organisation is the 
message of change.  “Change” has been described in terms of the organisational members’ 
beliefs, attitudes and intentions
80
.   
 
2.4.2 ERP Challenges and Success Factors 
Research undertaken regarding the ERP life cycle indicates that one of the dimensions which 
should be analyzed is people.  This dimension refers to “the human resources and their skills 
and roles in the ERP system life-cycle”.  These skills and roles must be developed to minimize 
the impact of the introduction and diffusion of an ERP system, in order to reduce risk and to 
manage complexity, while facilitating organisational change.  This involves dealing with 
contingencies, changing practices, and adapting to a new organisational structure
81
.   
 
Organisational change management has the capacity to leverage positive change
82
.  Studies 
suggest the importance of influencing each lever or change variable to increase momentum and 
shift organisational culture positively.  These organisational change management levers include:  
leadership and sponsorship, skills and competence, organisational alignment, communications, 
governance and compliance, performance management system, incentives and rewards, as well 
as standard processes for hiring and selection.  Therefore, organisations should pursue a 
commitment curve on every ERP implementation and consider an organisational change 
management model reflecting the characteristics of accepting change.   
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This model works on the individual level through communication, involvement, training, support 
and reinforcement, to build consensus throughout the organisation (Refer to Figure 2:  The 
characteristics of accepting change within an organisation)
83
. 
 
 
Figure 2:  The Characteristics of accepting change within an organisation 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: SAP Community Network.  Getting started with organisational change management.  
[Online].  Available: http://www.sdn.sap.com/irj/bpx/ocm?rid=/webcontent/uuid/70166418-8840-
2a10-178b-e82f967b8d91 [3 April 2009]. 
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a) Leadership in ERP implementations 
Social scientists accentuate the significance of leadership initiating change in ERP 
implementations
84
 because it “develops a culture of change leadership that aims to build 
commitment through accountability, role clarity and executive development”
 85
.  Therefore, it is a 
central feature of organisational performance
86
.  Leadership is related to motivation, 
interpersonal behaviour and the process of communication
87
.  The importance of project 
leadership at all levels of the organisation is highlighted in literature because strong leaders are 
required to ensure that the alignment of goals and objectives is executed effectively and 
efficiently.  Therefore, the changing nature of organisations necessitates that management place 
greater emphasis on an environment of coaching, support and empowerment.   
 
b) Understanding 
Change management in an ERP implementation is intended to build employee understanding 
throughout business components, so that the employees are well prepared to accept change 
and subsequently have an understanding of how the changes may affect them
88
.  Therefore, it is 
imperative that employees understand the implementation objectives in detail.  If all persons in 
an organisation clearly understand what the objectives of an ERP implementation are, and how 
the changes are beneficial to them individually, the employees will be more emotionally 
supportive of the changes and more willing to give of their best to ensure effective 
implementation
89
.  Therefore, it is fundamental that employees understand the scope of the 
project and the impact of the new technology
90
.  This will also mitigate the risk of increased 
employee resistance to change. 
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c) Enablement 
The definition of “enablement” is maximizing an individual’s latent potential by applying emerging 
technologies to modify human capacities
91
.  Research indicates that a lack of ability is often key 
to employee resistance to the implementation of new technology in an organisation.  While 
employees may agree and understand the necessity for organisational change, they may be 
afraid to accept change because of their limited ability to utilise the system.  In most cases, a 
new system means back-to-school, and requires further training for each individual involved in a 
business.  Therefore, learning curves and degradation of productivity give rise to major issues
92
.  
Research points out that training is required in order to realise the benefits of a new system, and 
to see that it is a critical success factor for ERP implementation success
93
.   
 
Skills and competencies incorporate competency assessment and skill development for all 
employees
94
.  According to SAP Community Network, this organisational change management 
lever incorporates training, learning and succession planning into all organisational change 
management initiatives
95
.  End-users have adequate knowledge of legacy systems when 
preparing for project implementation.  Research indicates that this is less relevant in the first 
phase; the need for knowledge of legacy systems is of greater relevance in order to minimize the 
effort of configuration and to aid in data conversion and interface creation
96
.  ERP 
implementation case studies reflect the importance of effective training at all organisational 
levels.  Training activities in SAP implementation is ranked as one of the most critical activities
 
97
.  Studies reflect that without proper training, approximately 30% to 40% of front-line 
employees will not be able to handle the demands of the new system, and trainers are not able 
to transfer knowledge in a short period of time
98
.  Hence, training is one of the most costly 
components of an ERP implementation project.  For this reason, research emphasizes that 
training is a critical success factor in ERP implementation
99
.   
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d) Communication 
“Project communication” has been defined as “the process required to ensure timely and 
appropriate generation, collection, dissemination, storage and the depositing of project 
information”
100
. It provides the critical links among people, ideas and information which are 
necessary for implementation success.   
 
Authors focus on individual elements within the broader scope of communication as a definition.  
For example, the definition of communication which focuses on elements symbols or verbal 
speech is “the verbal interchange of thought or ideas”.  Interaction or relationships or social 
process are defined as follows:  “interaction, even on a biological level, is a kind of 
communication; otherwise common acts could not occur”.  However, communication should be 
viewed as an integration of these elements, in order to create holistic understanding.  The 
elements are symbols of verbal speech, understanding, interaction or relationship or social 
process, reduction of uncertainty, process and transfer or transmission or interchange, linking or 
binding, commonality, channel or carrier or means or route, replication memories, discriminative 
response, stimuli, intentional, time or situation and power
101
. 
 
Communication is a fundamental change enabler achieved through frequent and factual 
information flow and clearly explains the impact on roles, benefits and rewards
102
.  
Organisational change can only be initiated through effective communication, acquired through 
an effective communication strategy
103
.  An organisation is dependent on the co-ordination of 
particular activities through communication.  Therefore, communication is critical to the success 
of an ERP implementation
104
.  All persons affected by an ERP implementation need to know and 
understand the scope of the project, the effects of the ERP implementation, and how change 
impacts on them as individuals.  Neglecting this demand inevitably leads to resistance, which 
can cause the collapse of the project
105
. 
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e) Involvement 
An ERP implementation requires a large user involvement in order for it to be successful
106
.  
While some argue that this involvement commences at the onset of the project implementation, 
through to detailed design, testing and deployment
107
, others argue that user involvement and 
satisfaction are relevant in the phases where their know-how is important to achieve a good 
customization of the system to meet organisational needs
108
.  Therefore, the role of user 
involvement in an ERP implementation is qualitatively different from that in a large systems build 
because there is limited scope in influencing the final product’s look and feel.  For this reason 
studies indicate that the users should participate in the definition of business requirements, and 
help in the analysis of the SAP configuration, and conversion of data, and in the testing of the 
system
109
. 
 
f) Motivation 
“Motivation” is defined as “intentional and persistent behavio[u]r aimed at achieving a goal”
110
.  
The lack of motivation in an ERP implementation is attributed to the failure to inform employees 
of the purpose of change and how an ERP system may be beneficial for them.  Therefore, many 
employees are not motivated to support these new systems.  Studies indicate that the lack of 
motivation is a primary reason for employee resistance to change.  Studies also indicate that this 
can be resolved by initiating good communication and vision sharing
111
. 
 
2.4.3 Assessing Employee Readiness 
Studies indicate that readiness assessments and insight into the impact of readiness 
assessments play a vital role in successful ERP implementation
112
.  Therefore, it is essential that 
an organisation supports the software, hardware and human-ware infrastructures, as a lack of 
support may adversely affect the success of the implementation.  While it is argued that ERP 
implementation risks are often attributed to non-technical aspects, most of the available  
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assessment models rely on technical dimensions, and usually work on a specific platform or 
software solution.  Some assessment models monitor project success after the implementation 
phase has settled down.  Research also highlights that the success of an ERP implementation 
should be attributed to a generic conceptual model for readiness assessment composed of a 
total of 18 factors.  It is further suggested that these factors should be verified by field research 
through factor analysis.  Variables which are recommended to assess employee readiness 
incorporate cultural, structural, process-based, infrastructural and managerial dimensions in a 
comprehensive and integrated manner
113
.  While numerous studies point out the importance of 
people as a critical success factor, research emphasizes people readiness for organisational 
change and the importance of interventions to give effect to change is of greater importance.  
Research also suggests that organisational change management uses a solid methodology for 
assessing all the key assessments of the people side of an implementation and surfacing risks 
before they become expensive mistakes
114
.  Studies conducted by SAP Community Network 
indicate that leadership is the top enabler for achieving value (Refer to Figure 3:  Top issues 
facing organisations in ERP implementations)
115
. 
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Figure 3:  Top issues facing organisations in ERP implementations 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Retrieved: SAP Community Network.  Getting started with organisational change 
management.  [Online].  Available: 
http://www.sdn.sap.com/irj/bpx/ocm?rid=/webcontent/uuid/70166418-8840-2a10-178b-
e82f967b8d91 [3 April 2009]. 
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CHAPTER 3: RESEARCH METHODOLOGY 
This section explains the research methodology and addresses the research technique, the 
research instrument, and lastly the research procedure. 
 
3.1 RESEARCH DESIGN 
This research explores employee responses to the implementation of SAP R/3 and CAPs at an 
energy company.  The research design presents the qualitative approach used, the data 
collection technique, and the type of sample used in this study. 
 
3.2 DATA COLLECTION TECHNIQUE (QUESTIONNAIRE) 
Employee responses from Shell SA’s DS-1 Project Implementation were acquired through a 
Change Readiness Assessment Survey.  This web-based online voluntary survey entailed that 
employees complete two voluntary anonymous online Change Readiness Assessment 
Questionnaires, known as Change Readiness Assessment One (CRA1) Questionnaire, and 
Change Readiness Assessment Two (CRA2) Questionnaire.  The variables in CRA1 and CRA2 
were:  leadership, enablement, communication, involvement and motivation.  These themes 
were the pillars of Shell’s Change Readiness Assessment Framework (CRAF).   
 
3.2.2 Mode of data collection 
The Internet has become an online communication tool used widely in organisations because of 
its accessibility.  The Internet’s ability to provide access to individuals, who could be difficult to 
reach though other communication channels, is an advantage of online survey research
116
.  This 
study made use of Zoomerang.com “an online survey tool that allows users to create, send and 
analyze online survey results on-demand”
117
, thus collecting and sharing feedback”
118
.  
Employees were asked to respond to the CRAQs, using Zoomerang.   
 
The advantage of using Zoomerang for this study was that Shell SA employees were distributed 
in various locations across South Africa and an online survey method of collecting data made it 
easier to reach participants.  It was also convenient having an automated method of collecting 
data because it reduced the researcher’s time and effort.  In addition, it was also less costly to 
use an electronic method of collecting data as opposed to a paper format.  Paper surveys are 
costly, even when using a small sample
119
.  Multiple follow-up requests were used to increase  
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employee response rates.  This was done via email where the guarantee of anonymity was 
stated.  Some studies regarding online survey methods, have found that response rates in email 
surveys are better or equal to those of traditional mailed surveys.  These findings may be 
questionable because non-response rate tracking is difficult to ascertain in most large online 
communities
120
.  However, online survey research also allowed the researcher to conduct 
preliminary analyses on collected data while waiting for the desired number of responses to 
accumulate.  Therefore, responses to online surveys could be transmitted to the researcher in 
real time through email, posted to an HTML document or database file
121
.   
 
Zoomerang has often been utilised in large-scale industry studies.  This inexpensive mode of 
administering data collection was used, as the mode of collecting data for this research due to its 
immediate access to results, data creation, manipulation and reporting.  In addition, it could be 
automated and/or easily exported into a format which could be read by statistical analysis 
software and data sets created in real time
122
. A disadvantage of online survey tools was that it 
was often challenging to determine or control selection probabilities, which hindered quantitative 
data analysis.  Online surveys present researchers with the challenge of applying traditional 
survey methods to the study of online behaviour and Internet use.  Disadvantages of online 
survey research include uncertainty over the validity of the data and sampling issues as well as 
concerns surrounding the design, implementation and evaluation of an online survey
123
.  Despite 
the disadvantages which online survey tools present, online survey services make research 
quicker and easier.  For these reasons, there has been an increase in the use of online survey 
services
124
.  For example, many communication researchers have used online survey methods 
as a method of data collection
125
.   
 
3.3 PURPOSIVE OR JUDGEMENTAL SAMPLING 
The non-probability sampling technique was utilised for this research.  Non-probability sampling 
refers to “the case where the probability of including each element of the population in a 
sampling is unknown”.  In other words, it was not possible to determine the likelihood of the  
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inclusion of all representative elements of the population in the sample
126
.  The non-probability 
sampling technique which the researcher used was the purposive or judgemental technique. 
 
3.3.1 Defining purposive sampling 
“Purposive sampling” is defined as “characterised by the use of judgement and a deliberate 
effort to obtain representative samples by including presumably typical areas or groups in the 
samples”
127
.  The purposive sampling method is based entirely on the judgement of the 
researcher regarding the characteristics of a representative sample
128
.  A “representative 
sample” is defined as “a selection from a larger population that is statistically found to be typical 
of that population.  Those people are units of analysis, which have been selected from the whole 
population”
129
.  Therefore, a sample should have the same characteristics as the population.   
 
Purposive sampling is used for the validation of a test or instrument with a known population, the 
collection of exploratory data from an unusual population, and geographical areas to represent a 
larger area.  A common use of purposive sampling is in selecting a group of geographical areas 
to represent a larger area.  Purposive sampling is best used with small numbers of individuals or 
groups which may well be sufficient for understanding human perceptions, problems, needs, 
behaviours and contexts, which are the main justification for a qualitative audience research
130
.  
 
3.3.2 Sampling size 
It has been stated that the larger the population, the smaller the percentage of that population 
needs to be.  Therefore, if the population is relatively small, the sample should comprise a 
reasonably large percentage of the population
131
.  Researchers suggest that samples greater 
than 200 be utilised.  While the perspective of some researchers is that a sample size of 50 is 
poor, 200 is fair, 300 is good, 500 is very good and 1,000 is excellent, others argue the 
importance of thinking in terms of the number of respondents per estimated parameter 
132
.  The 
sample size utilised for this research was slightly below the recommended sample size.  
However, the validity of sample 1 (all the respondents from CRA1) and sample 2 (all the 
respondents from CRA2) has been tested using hypothesis testing.  Larger samples enable 
researchers to draw more accurate conclusions and make more accurate predictions.   
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3.3.3 Population 
The population size (p) for CRA1 was N=527 and the population size (p) for CRA2 was N=555.  
The researcher selected a sample of 7 CoB/F from the total population (P) for this study.  Hence, 
CRA1 sample size was 138 and CRA2 the size was 184.  The population sample size (p) 
includes the following CoB and CoF: 
 B2B/Lubricants [Fuels and Bitumen (F&B), Marine and Aviation] 
 Lubricants Supply Chain (LSC) 
 Global Customer Service Centre (GCSC). 
 
The researcher was the Training Advisor in the Change and Engage Team for B2B/Lubes.  The 
researcher provided support to B2B/Lubes [Fuels and Bitumen (F&B), Marine and Aviation], 
Lubricants Supply Chain (LSC) and the Global Customer Service Centre (GCSC) on training 
matters for the SAP R/3 and CAPs implementation.  The sample was selected because the 
researcher wanted to provide insight into employee responses for the business units which she 
was accountable for.  This in turn, would provide valuable learning and insight into employee 
responses, which could be utilised by future Shell implementations. Hence, the researcher had 
the knowledge and understanding of the scope of the project and the sample, which assisted in 
the understanding of employee responses.  The sample was selected to include people of 
interest
133
. 
 
3.3.1 Purposive sampling advantages  
The advantages of purposive sampling are that the people who do not fit the requirements of the 
study are eliminated, and the sample is an accurate or near-to-accurate representation of the 
population.  Other advantages include that the results are expected to be more accurate, and it 
is less time-consuming and less expensive as it involves lesser search costs
134
.   
 
3.3.2 Purposive sampling limitations 
It has been argued that samples are not easily defensible as being representative of populations 
owing to the potential subjectivity of the researcher
135
 and that purposive sampling has the 
potential for inaccuracy in the researcher’s criteria and resulting sample selections
136
. 
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3.4 QUESTIONS AND RESPONSE FORMATS 
A survey includes numerous questions which the respondent is required to answer in a set 
format.  Closed-ended questions are presented in the Change Readiness Assessment 
Questionnaires.  The response options in these questionnaires were composed of closed-ended 
questions, where the respondent was required to select an answer from a given number of 
options.  The scale utilised to measure the closed-ended questions was known as ordinal-
polytomous (the respondent has more than two ordered options)
137
. 
 
3.5 DATA SOURCE 
Shell’s change-and-engage strategy was concerned with understanding the people impacts of 
the Downstream-One (DS-1) journey and managing these effectively.  Therefore, measurement 
was critical in understanding how staff experienced and felt about the DS-1 changes.  The aim 
was to assess the change readiness of staff in the country for the DS-1 changes, and to highlight 
actions to be taken by CoB/F.  The six variables which drive this measurement, include:  
leadership, communication, understanding, motivation, involvement and enablement.  In order to 
give effect to this strategy, the Change Readiness Assessment Survey was conducted.  This 
survey entailed two Change Readiness Assessments:  Change Readiness Assessment one 
(CRA1) commenced on 01 December 2008, and Change Readiness Assessment two (CRA2) 
on 04 May 2009.   
 
The primary data utilised for this study were employee responses collected from the two 
voluntary online CRA1 and CRA2 Change Readiness Assessment Questionnaires.  
Respondents were encouraged to complete these voluntary online CRA1 and CRA2 
questionnaires, as it was an important tool, used to assess employee Go-Live readiness during 
the Business Readiness Review 2 (BRR2).  The variables assessed in the Change Readiness 
approach were equally weighted.   
 
The Change Readiness Assessment Questionnaire was utilised for both CRA1 and CRA2.  
However, CRA1 did not include questions 3, 4 and 5 from the Enablement Section of the 
Change Readiness Assessment Questionnaire because at varying stages in the journey some 
category responses fluctuated.  For example, at -10 months it may be that leadership, 
understanding and communication gave stronger results because of the activities which took 
place in the deployment.  Further into the journey at -6 months it may be that motivation and 
involvement scores increased as the end user became increasingly engaged and directly 
affected by end-user training. 
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3.5.1 Change Readiness Assessment Questionnaire details 
The detail of the change readiness assessment variables will be discussed in this section.  This 
includes measurement and target score and the detail of the change variables.   
 
a) Change Readiness Assessment Questionnaire Measurement criteria 
 4.0 reflected the target score level  
 The scores for each category were measured against this target level for an indication of 
the change readiness of employees in South Africa for the DS-1 changes 
 5=Strongly Agree, 4 = Agree, 2 = Disagree and 1 = Strongly Disagree 
 
b) Change Readiness Assessment Questionnaire Variables  
The details of the variables (leadership, communication, understanding, motivation, involvement 
and enablement) in the Change Readiness Assessment Questionnaire are provided in this 
section. 
 
“Leadership” Variable 
The total population (p) total average score for leadership was measured.  This was composed 
of categories: 
 Above Average (10% or more above average or 100%) 
 Average 
 Below Average scores were measured per Class of business. 
 
Closed questions regarding leadership were posed and measured for the total population (P), 
which included the B2B/Lubes sample (p).  The population was composed of the DS-1 group 
and GSAP local support group was effectively supporting the country’s DS-1 programme. The 
respondents had regular visibility of the Downstream Co-ordination Team. 
 
“Enablement” Variable 
An employee response to enablement was measured.  This included that the respondents 
understood how their job and work routines would be impacted, knew who to approach in their 
CoB if they had questions or queries or concerns about DS-1 implementation in their country, 
looked forward to end-user training to be received for Go-Live (Go-Live was 1 October 2009), 
understood that the implementation of GSAP had great benefits for the organisation, the 
customers and the employees’ jobs, and were looking forward to mastering new technology, for 
example SAP R/3 and ITCAPs. 
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Change Readiness Questionnaire one (CRA1) for the enablement variable did not include 
Questions 3, 4 and 5.  The writer included these questions in Change Readiness Questionnaire 
two (CRA2) as she believed that posing questions regarding end-user training of SAP R/3 and 
CAPs that are aligned to Go-Live was critical.  Therefore, results for Questions 3, 4 and 5 in 
CRA1 were not included.  
 
“Understanding” Variable 
Employee responses to understanding were measured.  These included that the respondents 
understood the purpose and objectives of DS-1. This meant that employees would have more 
face-to-face time with customers, as a result of improved business practices per CoB.  Due to 
the streamlining of business processes, the business returns would be efficient, reliable and 
more profitable.  Therefore, greater understanding would lead to improved customer service.  As 
a result, roles would be clearly defined, resulting in greater value-added activities.  All of these 
factors give rise to cost reduction and affect their CoB/F.   
 
Employees need to understand the change in the organisation.  Therefore, it was essential that 
an employee understood what DS-1 was, what the purpose and objects were, and how the new 
processes would affect his or her respective CoB/F.     
 
“Communication” Variable 
Employee responses to communication were measured.  These included that the respondents’ 
key milestones regarding the DS-1 Programme affecting their CoB/F were clearly communicated 
by the employees’ leader, that the respondents were satisfied with the quality and clarity of 
information they received regarding DS-1 from their respective leaders, and that the employee 
communicated information regarding DS-1 in a positive manner to his or her colleagues.   
 
Focus was placed on management communication to employees regarding the DS-1 journey, as 
this was thought to potentially affect employee communication responses.  The rating scale to 
measure what was either often, rarely or never.  The questions posed were: “How often has your 
manager talked to you about the DS-1 programme and what was required of you?  Are 
messages about the DS-1 included in your regular meetings?” 
 
“Involvement” Variable 
Employee responses to involvement were measured: x=Agree or Disagree and y=Employee 
responses.  These included that the respondents:  were given an opportunity to ask questions 
about DS-1, were able to address concerns to the manager about DS-1, and concerns were 
addressed or were in the process of being addressed. 
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“Motivation” Variable 
Employee responses to motivation were measured in this section of the questionnaire:  x=Agree 
or Disagree and y=Employee responses.  These included that the respondents’ managers 
recognized the employee contribution to the DS-1 changes, felt comfortable with the amount 
expected from one through the implementation of DS-1, and believed that Shell would have an 
attractive work culture after the changes. 
 
3.5.2 Data analysis  
The data analysis process commenced with screening the data prior to the actual analysis.  Due 
to the fact that the survey was administered in electronic format, there were no errors resulting 
from manual input of data.   
 
a) Descriptive Statistics and Statistica  
The use of descriptive statistics provided input on the means and standard deviations, and 
assisted in the identification of outliners.  The data was processed in Microsoft Excel by 
removing any wording from the quantitative raw data and thereafter exported into Statistica 
(statistical analysis software) for further processing.  Once in Statistica, the data was examined 
to identify any errors that may have occurred during the export.  Hence, extraneous values were 
removed where necessary.   
 
3.5.3 Data Interpretation  
This section of the research explains how data was interpreted, what statistical tests were 
utilised, and the role of employee responses in the interpretation of data.  For each section of the 
Change Readiness Assessment Questionnaire, employee responses to individual items would 
provide insight into how employees felt with regard to the implementation of SAP R/3 and CAPs.  
Item analysis was performed to confirm an employee’s belief.   
 
a) Statistical Tests  
Statistical tests use data from samples to assess, or make inferences about, a population.  In the 
concrete setting of a two-sample comparison, the goal was to assess whether the mean values 
of some attribute obtained for individuals in two sub-populations differed.  For example, to test 
the null Hypothesis that the mean scores of men and women on a test did not differ, samples of 
men and women were drawn, the test was administered to them and the mean score of one 
group was compared to that of the other group, using a statistical test such as the two-sample Z-
test.   
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It has been said that the power of the test was the probability that it would find a statistically 
significant difference between men and women, as a function of the size of the true difference 
between those two populations.  Thus, the strength of the test would be the probability of finding 
a difference that did exist, as opposed to the likelihood of declaring a difference that did not 
exist.  This was known as the Type I error. 
 
b) Questionnaire validity and reliability 
The term ”assessment” has been used within for this study.  Low-quality assessments influence 
employee achievement and performance.  This in turn results in low morale and negative 
attitudes towards training, development and performance measurement.  Therefore, the quality 
of a good assessment includes:  reliability, validity, fairness, appropriateness, flexibility, 
efficiency and authenticity
138
.  Cronbach Alpha was used in Statistica to perform a reliability and 
validity test of the Change Readiness Assessment Questionnaire used.  
 
i) Validity 
The validity of a test is “the extent to which the test measures what it was designed to measure”.  
This narrow definition of validity implies that a test only has one validity, established by a single 
study to determine whether the test measures what it was designed to measure
139
.  However, it 
is agreed by many that a test may have many dissimilar validities, depending on the method of 
validity, the target population and the specific purpose for which it was designed
140
.  However, it 
is also argued that “the validity of a test” may be relevant in one situation but not necessarily in 
another situation.  For example, a test may accurately measure what it was designed to 
measure, but may not be able to be used for a particular situation or job due to what was 
measured (the skill, ability or knowledge), which may be critical for the success of the job.  
Perspectives of validity point out that it is not sufficient to prove that a test or workplace 
assessment measures what it claims to measure, but rather that it proves what was being 
measured was relevant to the job success in question.   
 
ii) Reliability 
It was argued that an assessment measure can only be of value if it is a consistent or reliable 
measure of something
141
.  Cronbach Coefficient Alpha, commonly known as Cronbach Alpha,  
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was utilised to measure the questionnaires’ reliability.  “This coefficient varies from 0 to 1.  A 
value of 0.6 or less generally indicates unsatisfactory internal consistent reliability”
142
. 
 
c) Testing Procedure 
The first step in any hypothesis testing states the relevant null and alternative hypotheses 
tested.  The second step considers the assumptions being made in doing the test, for example, 
assumptions regarding statistical independence or regarding the form of the disruptions of the 
observations.  It is argued that this is equally important, as invalid assumptions mean that the 
results of the test will be invalid.  The third step computes the relevant test statistic.  The 
distribution of such a statistic under the null hypothesis can be derived from the assumptions.  In 
standard cases this is a well-known result.  For example the test statistics may follow a student’s 
t distribution or a normal distribution.  The distribution of the test statistic partitions the possible 
values of the estimator into those for which the null Hypothesis was rejected and those for which 
it was not.  The fourth step compares the test-statistic (S) to the relevant critical values (CV) 
(obtained from tables in standard cases).  The fifth step decides to either fail to reject the null 
Hypothesis or reject it in favour of the alternative.  The decision rule is to reject the null 
Hypothesis (H0) if S > CV and vice versa.  
 
3.6 LIMITATIONS 
Three limitations to this study are discussed in this section.  These limitations provide insight into 
possible factors which may or may not impact this research.  The limitations of this research are 
concerned with employee response, structured surveys and the survey results. 
 
3.6.1 Employees’ responses 
Employees may not be aware of their reasons for any given action.  It is argued that some may 
forget their reasons and may not be motivated to provide accurate answers.  Subjects may be 
motivated to provide answers that present themselves favourably.  In addition, employees may 
refuse to respond or participate in the survey, they may not tell the truth, or the survey may 
occur at a bad time.  Unfortunately, it is always challenging and perhaps impossible to estimate 
errors caused by such factors
143
.  Numerous employees may neglect or refuse to respond to 
surveys, even if they are voluntary.  The non-response rate can vary from a very low percentage 
for some surveys to high in others. In addition, some employees who work long hours or who 
are difficult to make contact with, such as salespersons, tend to provide answers different from  
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other employees
144
.  Employees may provide untruthful answers for several reasons.  Should a 
question be sensitive, the employee may provide an answer which he or she thinks is socially 
acceptable.  People also do not want to appear ignorant and may therefore attempt to answer a 
question, even though they do not know anything about the topic. 
 
3.6.2 Structured Surveys 
The way in which the survey questions are worded, as well as an employee comprehension and 
understanding of questions, can affect the survey results
145
.  In addition, structured surveys, 
particularly those with closed-ended questions, may have low validity when researching affective 
variables.  Subtle differences in the phrasing of a question may also cause a difference in survey 
results. 
 
3.6.3 Survey results 
Survey question answer-choices may lead to vague data sets.  This is because at times they are 
relative only to a personal abstract notion concerning "strength of choice".  For example, the 
choice "moderately agree" may mean different things to different participants, and to anyone 
interpreting the data for correlation.  Even yes or no answers are problematic because subjects 
may for instance put "no" if the choice "only once" is not available
146
. 
 
3.6.4 Ethical considerations 
In support of confidentiality, the researcher ensured that the data collected and analysis thereof 
was only accessible only to the researcher and Shell SA.  Participant names remained 
anonymous and involvement in the research was voluntary.  In support of confidentiality, the 
researcher ensured that the data collected was only accessible to the researcher, concerned 
supervisor and statistician assisting with the statistics of this research. 
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CHAPTER 4:  PRESENTATION, ANALYSIS AND DISCUSSION OF FINDINGS 
Implementing change means that the organisation or team undergoes a period of uncertainty, 
which can make employees feel unsettled and anxious
147
.  People move through stages of 
concern and uncertainty in order to master change.  This process of mastering change includes 
learning and development.  This learning process includes gathering information regarding the 
change, being taught the new skill, practising the new skill, and then using the technology to do 
their work.  It is recommended that this learning process be actively facilitated to ensure that the 
user learns how to use the technology innovation and that the skill is reinforced by means of 
performance measurements to ensure users do not return to the “old” way of carrying out their 
work
148
.  This section presents an analysis of employee responses and provides insight into the 
reasons why employees either resist or accept change.  The purpose of this analysis is to 
assess the sample responses to the implementation of SAP R/3 and CAPs through a Change 
Readiness Assessment Survey.   
 
This Change Readiness Assessment Survey consisted of two voluntary on-line Change 
Readiness Assessment Questionnaires, Change Readiness Assessment Questionnaire One 
(CRA1) and Change Readiness Assessment Two Questionnaire (CRA2) which respondents 
were requested to complete.  The CRA Questionnaires assessed employee responses to 
change readiness variables: leadership, understanding, communication, motivation, involvement 
and enablement.  The scales utilised in the questionnaires are presented below.  Legend 1 was 
utilised in both CRA1 and CRA2.  Legend 2 was only utilised in CRA2 (it was applicable to 
Enablement Questions 3, 4 and 5). 
 
Table 1: Legend 1 
5 SA Strongly Agree 
4 A Agree 
2 D Disagree 
1 SD Strongly Disagree 
 
Table 2: Legend 2 
4 O Often 
2 R Rarely 
1 N Never 
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The validity of the instrument was outlined in detail to validate the reliability of the survey 
instrument utilised in this research.   
 
4.1 FINDINGS – QUANTITATIVE ANALYSIS 
This section presents the descriptive statistics used to present the findings of this research.  This 
includes the mean, standard deviation and variance.  The detail thereof is reflected in greater 
detail below. 
 
4.1.1 Descriptive Statistics 
The raw data was described using the descriptive statistics.  Prior to raw data being imported 
into Statistica, the data was extracted from Zoomerang and populated into Microsoft Excel 
(Refer to Appendix 5).  The descriptive statistics used were the mean, standard deviation and 
variance on each data set.  This is discussed in this section and represented in Table 3 below. 
 
Table 3: Descriptive Statistics 
Variables Mean 
 
Standard 
Deviation 
Variance 
CRA1 
 
Leadership 
 
4.1649 
 
0.9314 0.8675 
 
Understanding 
 
4.2609 
 
0.8197 0.6719 
 
Enablement 
 
4.0483 
 
0.9580 0.9178 
 
Communication 
 
3.7942 
 
0.9353 0.8749 
 
Involvement 
 
4.0700 
 
0.9297 0.8643 
 
Motivation 
 
4.0024 
 
0.9503 0.9031 
CRA2 
 
Leadership 
 
4.0367 
 
0.9490 0.9007 
 
Understanding 
 
4.2926 
 
0.7154 0.5118 
 
Enablement 
 
4.3614 
 
0.7429 0.5519 
 
Communication 
 
3.7511 
 
1.0295 1.0598 
 
Involvement 
 
4.1123 
 
0.8987 0.8077 
 
Motivation 
 
4.1250 
 
0.8609 0.7412 
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a) Mean Scores  
The variables (constructs) leadership, understanding, communication, motivation, involvement 
and enablement received different mean scores.  Leadership yielded a mean score of 4.16 for 
CRA1 (sample 1) and 4.04 for CRA2 (sample 2), understanding a mean score of 4.26 for CRA1 
(sample 1) and 4.29 for CRA2 (sample 2), communication a mean score of 3.99 for CRA1 
(sample 1) and 3.99 for CRA2 (sample 2), enablement received a mean score of 4.05 for CRA1 
(sample 1) and 4.36 for CRA2 (sample 2) and involvement a mean score of 4.07 for CRA1 
(sample 1) and 4.11 for CRA2 (sample 2).  The highest mean score was for enablement, which 
was 4.36 for CRA2 (sample 2) and the lowest mean score for communication which was 3.99 for 
CRA1 (sample 1) and 3.99 for CRA2 (sample 2).   
 
The six average scores across all the change readiness variables were then averaged to 
determine a respondent’s final result for the entire framework, therefore gauging the 
respondents’ change readiness level within their respective CoB/F.  The average score across 
the six variables for the total sample included:  CRA1 Sample 1 scored 4.09 and CRA2 Sample 
2 scored 4.15. 
 
In CRA1 the variable understanding yielded the highest mean score of 4.2609 and the variable 
communication the lowest mean score of 3.7942.  While this may suggest that the sample 
understood the changes aligned to the ERP implementation, the sample did not regard change 
having been effectively communicated in their respective CoB.  In CRA2 the highest mean score 
of 4.3614 was attained by the variable enablement and the lowest communication 3.7511.  This 
was an indicator that the sample embraced the implementation of new technologies and was 
motivated to work on new systems.  However, it was also an indication that communication was 
an area which required critical attention and immediate intervention in the change process.   
 
Change is often logically prepared for by managers and leaders but responded to emotionally by 
staff.  Despite a leader’s best attempt to prepare his or her team for change and help them 
understand why and how the strategy needs to happen, managers may encounter resistance to 
planned change.  It is the role of the manager to understand why team members are resisting 
and to find ways to remove or overcome their resistance
149
.  However, one of the key factors in 
the change process is the people who will be most affected by the change.  While the innovation  
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itself and the organisation into which it is to be incorporated are important variables, they are 
secondary in importance to the people who are the intended innovation users
150
.   
 
Mean scores overall reflected a steady growth in user acceptance to change from the onset of 
the DS-1 journey and high level of Go-Live preparedness across all change variables in 
B2B/Lubes.   
 
4.1.2 Change Readiness Variable Results 
The results of the change readiness variables:  leadership, understanding, communication, 
motivation, involvement and enablement from CRA1 and CRA2 are presented in this section.  It 
was expected that communication, involvement and motivation variables would achieve below 
the expected score of 4.0 level in CRA1 owing to anxieties around the organisation and limited 
staff involvement in the change journey.  All the change readiness variables achieved the target 
score of 4.0, except the communication variable, which did not get expected results in either 
CRA1 or CRA2.   
 
a) Leadership Variable  
The performance of a business is in direct proportion to the quality of its leadership
151
.  
Leadership is an important ingredient to business success
152
.  Leadership and change 
management are cited as the top enablers for achieving value
153
.  Leadership is critical to people 
readiness success in an ERP implementation and is central to organisational performance
154
.  
The leadership variable achieved the target score of 4.0 in both CRA1 and CRA2.  While the 
average (mean score) in CRA2 was higher than that of CRA1, leadership results did not differ 
significantly (Refer to Figure 3). 
 
Leadership in CRA1:  Leadership, understanding and enablement scores were expected at the –
9 month stage of the implementation to be in the strongest position compared to the other 
change readiness variables.  Leadership scores were the second strongest category on the  
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assessments.  This was an indication that leaders and direct managers supported DS-1, that 
there was regular visibility of the leadership team, and that the project team were on track. 
 
Leadership in CRA2:  Leadership scores for CRA1 were higher than those of CRA2.  This may 
have been due to the stress and anxiety of a now closer Go-Live and pressures across the DS-1 
programme.  These results indicate that leaders were developing a culture of change, which 
aims to build commitment through accountability and executive development.  Leaders were 
encouraging the organisation to adopt and accept the change, which affected their respective 
CoB/F, and leaders supported the change process.  However, only after respondents had 
accepted change, did it suggest that the organisation had reached the full adoption of change.  
Leaders can improve the likelihood of the success of change efforts by examining the logical 
consistency of strategic and organisation changes required
155
.  In order to improve leadership 
scores, areas to be addressed include the visibility and belief that leaders and direct managers 
support DS-1, regular visibility of the leadership team, and the belief that the project 
management team are on track in implementing DS-1. 
 
Leadership variable results overall reflect that leaders understood the nature of the change and 
their role in presenting such change to support effective change implementation.  Hence, leaders 
recognized the value of the ERP implementation in transforming the B2B/Lubes business.  In 
order to transform the business, leaders were elevating risk management to ensure execution 
success, where governance and accountability were critical to their role in the ERP 
implementation
156
.   
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Figure 4:  Leadership Variable Graphs 
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b) Understanding Variable 
ERP literature reflects the magnitude of employee understanding on the effect an ERP 
implementation has on an individual, how change may affect the individual and the business in 
which the employee operates
157
.  This section presents employee responses to the 
understanding variable.  Results reflected in Figure 4. 
 
Understanding in CRA1:  Understanding, leadership and enablement scores were expected at 
the –9 month stage to be in the strongest position compared to the other change readiness 
variables.  Understanding was the strongest variable on the assessment.  This suggested that 
respondents understood the DS-1 objectives; understood what it meant for their CoB/F; 
understood how the new processes affected their CoB/F and themselves, and believed that DS-
1 provided benefits for both themselves and the organisation. 
 
Understanding in CRA2:  Understanding mean scores increased in CRA2 from CRA1, therefore 
reflecting an accelerated improvement.  It was expected that respondents would experience 
greater stress and anxiety of a closer Go-Live and pressures across the DS-1 programme.  
Results from the understanding variable suggest that employees preferred face-to-face 
engagements to visiting websites.  Results also suggest that employees felt that sufficient 
feedback was provided to them regarding the DS-1 project progress, for example feedback if key 
milestones were achieved, what the impact of the organisational changes had on their jobs, and 
understanding the impact of training aligned to their job.  In addition, posters reflecting key 
milestones, as well as deadlines, were an effective medium to communicate with employees.  
Results also reflected that staff preferred greater reassurance from leaders that Go-Live would 
be successful and that the organisation would be stable.  Respondents were also interested in 
the detail of their job and process changes.  This should have been covered in job briefings.   
 
The understanding variable results indicate that change management in ERP implementation 
was established to build employee understanding throughout the business in order for each 
respondent to be prepared to accept change and the effect change would have on them
158
. 
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Figure 5:  Understanding Variable Graphs 
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c) Enablement Variable 
Enablement was referred to as the act of making something possible for someone, enabling him 
or her to do it
159
.  Research indicates that a lack of ability gives rise to employees resisting the 
implementation of new technologies in the organisation
160
.  This section presents the 
enablement variable results and points out mean score improvement from CRA1 to CRA2 (Refer 
to Figure 6).  Change Readiness Questionnaire one (CRA1) for the enablement variable was not 
included in Questions 3, 4 and 5.  The writer included these questions in Change Readiness 
Questionnaire two (CRA2) as she believed that posing questions regarding end-user training of 
SAP R/3 and CAPs aligned to Go-Live was critical.  Therefore, results for Questions 3, 4 and 5 
in CRA1 were absent. 
 
Enablement in CRA1:  Enablement, leadership and understanding scores were expected at the 
–9 month stage to be in the strongest position compared to the other change readiness 
variables.  This variable met the expected result for CRA1.  However, the focus needed was to 
maintain understanding of how respondents’ job and work routines were impacted and for 
respondents to know whom to contact should they have questions or concerns.   
 
Enablement in CRA2:  Enablement made the most significant improvement from CRA1 to CRA2.  
Enablement in CRA2 was the strongest variable on the assessment with participants.  This 
suggests that respondents understood how their job and work routines were impacted and knew 
whom to contact if they had questions or concerns. 
 
The enablement variable was critical to organisational change management and a critical 
enabler in achieving ERP implementation success.  Employees require the necessary tools to do 
their jobs and the employer should provide necessary training and equipment for the employees 
to do their job.  Results of the enablement variable are a clear indication that respondents were 
confident in this capacity.  This validates the definition of enablement, which was maximizing an 
individual’s latent potential by applying emerging technologies to modify human capacities
161
. 
 
 
 
                                            
159 Harris, Stanz, Zaaiman, & Groenewald.  The stages of users’ concern when adopting new technology.  SA Journal of 
Human Resource Management, 2004, 2 (3), 54-61;  Robbins (1996);  Cunningham et al. (2006). 
160
 Retrieved:  Esteves-Sousa, & Pastor-Collado.  2000.  Towards the unification of critical success factors for ERP 
Implementations.  [Online].  Available:  http://jesteves.com/bit2000.pdf.  [2 May 2009]. 
161
 Retrieved: Wikipedia.  2010.  Enablement.  Available: http://en.wikipedia.org/wiki/Enablement [13 March 2010];  
Bancroft, Seip & Sprengel (1998).   
 
 
                                                                                                                                                     
56  
 
 
Figure 6:  Enablement Variable Graphs 
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d) Communication Variable 
Change goals in conflict transformation include the relational dimension, which was minimizing 
poorly functioning communication and maximizing understanding
162
.  This section presents the 
communication variable results. 
 
Communication in CRA1:  It was expected that communication, involvement and motivation 
would be below the expected 4.0 level at this stage of the change journey, owing to anxieties 
around the organisation and limited involvement from staff.  These three areas required further 
focus over the next period.  Holistically, the total population was in a good position for Go-Live.  
The communication variable was below the expected results.  Areas to be addressed which 
would have mitigated further risk include clear communication around the activities and 
milestones by including elements of the DS-1 change journey in team meetings, for example, 
increased discussions from line managers and utilizing an array of communication channels to 
give effect to the DS-1 change message. 
 
It has been argued that communication in the first two phases of the onset of a SAP R/3 
implementation is critical as there is a strong need for communication between senior 
management and the project team in the definition of the project plan and scope
163
.  Early and 
continuous communication assists the organisation to prepare for significant cultural and 
business changes inherent in an ERP implementation.  Planning communications strategically is 
vital to the project’s success.  Focus should be placed on how and when information of varying 
detail should be dispersed to all stakeholders as well as the frequency of conveying DS-1 
messages.  All stakeholders have different communication needs and careful planning is 
required to ensure the right vehicle is utilised and messages are clear
164
.  The Communications 
Advisor incorporated these factors into B2B/Lubes Communication Plan. 
 
Communication in CRA2:  Communication scores were higher in CRA1 than CRA2.  This may 
have been due to stress and anxiety of a closer Go-Live and pressures across the DS-1 
programme.  Communication scored the lowest of all the change variables for both CRA1 and 
CRA2.  CRA2 communication results reflect that the top 5 channels used to share information 
regarding DS-1 were viewed as most valuable by respondents including where an employee  
                                            
162
 Lederach & Maiese.  Retrieved: 2003.  Conflict Transformation.  Beyond Intractability.  [Online].  Available: 
http://www.beyondintractability.org/essay/transformation/.  [13 March 2010].   
163
 Esteves & Pastor. 2001.  Retrieved:  Analysis of critical success factors relevance along SAP implementation phases.  
[Online].  Available:  
http://scholar.google.co.za/scholar?q=Esteves,+J+%26+Pastor,+J.%09%09%092001.++Analysis+of+critical+success+fa
ctors&hl=en&as_sdt=0&as_vis=1&oi=scholart.  [15 January 2009]. 
164
 Higgins.  2006.  Retrieved:  Ready or Not?  Determining the readiness of your institution for an ERP 
implementation.  [Online].  Available: http://www.collegiateproject.com.  [15 March 2009]. 
 
                                                                                                                                                     
58  
 
 
obtains information concerning DS-1 if this information was sourced through the DS-1 
newsletter, regular team meetings or briefings, senior leadership face-to-face sessions, one-on-
one sessions with line management and DS-1 programme newsletter.  In addition, the most 
valuable sources of information received by employees included regular team meetings or 
briefings, face-to-face sessions with senior leaders, one-on-one sessions with line management 
and the DS-1 newsletter.  
 
The following section presents insight as to how the communications can be improved or 
enhanced.  Proposed actions to enhance communications include that the Communications 
Local Advisor (CLA) be responsible to manage poster campaigns, provide the Country 
Programme Chair (CCh) with a bi-weekly update regarding communications progress or areas 
where intervention was required and that the internal communications be tracked and finalised 
weekly.  This internal communications tracker should also include feedback received from the 
CoB/F team meetings and recommendations to address areas where communication 
interventions are required.  
 
The objective of enhancing the communications strategy is to minimize the risk of 
communications failure between each project milestone which the respondent encounters, as 
well as encouraging pro-active management participation in the communications strategy.   
 
Various mediums to communicate change to respondents should be utilised and therefore 
communication to respondents as a critical enabler in enhancing understanding.  The data 
presented suggests that effective knowledge transfer through regular engagements reflected 
that respondents understood the factual information of DS-1.  The greater their understanding, 
the greater the likelihood of ERP implementation success.  Lack of understanding of the 
organisational change and the impact of this transformation, may give rise to employee 
resistance to the implementation of new technologies. 
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Figure 7:  Communication Variable Graphs (a) 
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Figure 8:  Communication Variable Graphs (b) 
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Table 4:  Communication Table – Question 5 
Communication Q5 CRA 1 CRA 2 
One-on-one with line manager 11.5% 13.2% 
Regular meetings/briefing with team 21.2% 20.5% 
Face-to-face sessions with senior leader 16.1% 11.8% 
Webcasts 10.1% 7.5% 
Downstream newsletter 18.3% 18.5% 
CoB/F newsletters 6.3% 6.7% 
Downstream-One programme newsletter 7.7% 10.4% 
Downstream-One website 5.8% 6.3% 
Other, please specify 3.1% 5.0% 
 
 
Table 5:  Communication Table - Question 6 
Communication Q6 CRA 1 CRA 2 
One-on-one with line manager 13.2% 20.0% 
Regular meetings/briefing with team 20.5% 30.6% 
Face-to-face sessions with senior leader 11.8% 18.9% 
Webcasts 7.5% 3.6% 
Downstream newsletter 18.5% 12.5% 
CoB/F newsletters 6.7% 2.8% 
Downstream-One programme newsletter 10.4% 5.0% 
Downstream-One website 6.3% 3.3% 
Other, please specify 5.0% 3.3% 
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e) Involvement Variable 
User involvement is also regarded as a critical success factor in ERP implementation.  However, 
the degree of user involvement in an ERP implementation varies throughout both the project 
planning and implementation phase.  User involvement will be impacted by the scope of project 
requirements
165
.  Hence, this will impact on involvement variable results.  Comparatively, results 
in CRA1 and CRA2 may differ significantly. 
 
Involvement in CRA1:  It was expected that involvement, communication and motivation should 
be below the expected 4.0 level at this point owing to anxieties around the organisation and 
limited involvement from staff.  These three areas will need further focus over the next period, 
but overall the total population was in a good position for Go-Live.  This category scored just 
below the expected results.  Areas to be addressed included that employees should be provided 
with the opportunity to ask questions and raise concerns about Downstream-One as well as 
addressing any issues that had been raised. 
 
Involvement in CRA2:  Involvement scores for CRA1 were higher than those of CRA2.  This may 
have been due to the stress and anxiety of a now closer Go-Live and pressures across the DS-1 
programme.  Involvement was also a category which scored below expectations.  Proposed 
actions to mitigate any risks included monitoring mechanisms that were put in place with regard 
to CoB/F staff engagements to ensure employees could raise questions or concerns and that 
these would be addressed, ensuring that feedback was collected and concerns addressed after 
every major companywide initiative such as the Downstream Co-ordination Team (DCT) 
engagements, and Live Environment Simulation (LES).  
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Figure 9:  Involvement Variable Graphs 
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f) Motivation Variable 
Motivation is the amount of effort an individual puts into doing something and the willingness to 
exert high levels of effort towards organisational goals, conditioned by the effort’s ability to 
satisfy some individual need
166
.  Motivation scores in both CRA1 and CRA2 met the target score 
of 4.0. 
 
Motivation in CRA1:  It was expected that motivation, involvement and communication should be 
below the expected 4.0 level at this point owing to anxieties around the organisation and limited 
involvement from staff.  These three areas will need further focus over the next period, but 
overall the total population was in a good position for Go-Live.  The motivation variable met the 
target score of 4.0 (exceeding the expected result of a mean score below 4.0).  This was an 
indication of respondents’ amount of effort and willingness to exert high levels of effort towards 
achieving ERP implementation success, and their ability to satisfy individual needs.  It also 
reflects that employees were informed of the purpose of change and how an ERP system would 
be beneficial to them, which increases employee motivation to support the implementation of 
new technologies.   
 
In order to improve motivation variable results, areas to be addressed include management to 
recognise employee contribution to DS-1; that employees felt comfortable about the amount of 
change expected from them, and after the changes, that Shell would have an attractive work 
culture.   
 
Motivation in CRA2:  Motivation recorded a slight improvement from CRA1 to CRA2.  Motivation 
for CRA2 reflected that management needed to recognise individual employee contributions to 
DS-1 (DS-1 Human Resources Account Manager), participants felt comfortable about the 
amount of change expected from them and believed that after the changes Shell would have an 
attractive work culture.  The actions taken to give effect to change were the monitoring and 
implementation of a Recognition and Reward programme and linking Retail’s Customer Contact 
Week with DS-1 implementation messages.  In order to improve employee motivation, areas to 
be addressed included management’s need to recognise respondents’ contributions to DS-1, 
respondents to feel comfortable about the amount of change expected from them, and after the 
changes, to feel that Shell would have an attractive work culture.  
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Figure 10:  Motivation Variable Graphs 
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4.1.3 CRA1 Participant / Employee Demographics 
This section provides insight into participant or employee demographics.  It illustrates the 
population (P) demographics as well as the sample (p) demographics.  In addition, sample 
response percentage was provided for both CRA1 and CRA2.   
 
a) CRA1 Participant / Employee Demographics 
The highest number of employees who participated came from the Lubes CoB (10%), the lowest 
from Aviation, Marine and LSC (2%).  The average participant demographics (p) were 4.3%. 
 
Table 6:  CRA1 Participant Demographics / Employee Classification 
% CoB 
10% Lubes 
6% F&B 
4% Global CSC 
2% LSC 
2% Aviation 
2%  Marine 
 
 
The total population (P) response rate was 44%.  The total population (P) were dispersed in 
various locations in South Africa.  The locations are reflected in Table 2, with the percentage 
aligned to each location.  
 
Table 7:  CRA1 Location Percentage 
% Location 
37% Johannesburg 
51% Cape Town 
5% Durban 
2% Regional offices 
3% Depots 
2% Other locations 
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Figure 11:  CRA1 Population and sample Location 
 
 
 
 
b) CRA2 Participant Demographics / Employee Classification 
The total number of employees who participated in the Change Readiness assessment at Shell 
was 900 participants.  These 900 participants were classified as given below: 
 
Table 8:  CRA2 Participant Demographics / Employee Classification 
% Employee Classification 
2% General Management 
75% Staff 
23% Line Management 
 
                                                                                                                                                     
68  
 
 
Shell’s total response rate was 62%, an increase of 18% compared to that of CRA1.  Hence, this 
response rate was significantly higher than that of the CRA1.   
 
 
Figure 12:  CRA2 Population and sample Location 
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Table 9:  CRA2 Total Population Locations 
% Location 
40% Johannesburg 
48% Cape Town 
5% Durban 
2% Regional offices 
3% Depots 
2% Other locations 
 
 
Table 10:  CRA2 Sample Demographics 
% CoB 
10% Lubes 
10% Fuels & Bitument (F&B) 
2%    Marine 
2%    Aviation 
5%    Global Customer Service Centre (CSC) 
5%    Lubricants Supply Chain (LSC) 
 
 
4.2 Change Readiness Questionnaire reliability (CRA1 & CRA2) 
This section will evaluate the reliability of items in the Change Readiness Assessment One 
(CRA1) Questionnaire and Readiness Assessment Two (CRA1) Questionnaire.  The analysis 
was run using each question in the questionnaire as an item.  CRA1 consisted of 24 items, while 
CRA2 consisted of 27 items in the various categories, i.e. Leadership, Motivation, 
Understanding, Enablement, Involvement and Communication.  A five-point scale accompanied 
these items (Refer to table below).  The questionnaire containing the items was administered to 
527 individuals for CRA1 and 555 for CRA2.  
 
Table 11:  Five-point scale 
Scale Criteria 
5 Strongly agree 
4 Agree 
2 Disagree 
1 Strongly Disagree 
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4.2.1 Reviewing the descriptive statistics 
The descriptive statistics for this research were presented in two specific tables.  These tables 
are Table 12:  CRA1 Descriptive statistics and Table 13:  CRA2 Descriptive statistics.  Mean 
scores and the standard deviation for both CRA1 and CRA2 are tabulated. 
 
 
Table 12:  CRA1 Descriptive Statistics 
 
Means and Standard 
Deviations 
(Spreadsheet1.sta) 
Mean  Std Dev 
1 Leadership Q1 4.481973 0.649040 
2 Leadership Q2 4.495256 0.747287 
3 Leadership Q3 4.110057 0.817602 
4 Leadership Q4 3.540797 1.180379 
5 Understanding Q1 4.459203 0.639143 
6 Understanding Q2 4.216319 0.886463 
7 Understanding Q3 4.108159 0.850894 
8 Understanding Q4 3.948767 1.003432 
9 Understanding Q5 4.352941 0.724835 
10 Understanding Q6 3.962049 0.987797 
11 Enablement Q1 3.777989 1.068940 
12 Enablement Q2 4.132827 0.931802 
13 Enablement Q3 3.962049 0.987797 
14 Communication Q1 3.925996 0.967253 
15 Communication Q2 3.812144 1.015472 
16 Communication Q3 3.370019 0.989341 
17 Communication Q4 3.297913 1.073557 
18 Communication Q7 4.034156 0.899287 
19 Involvement Q1 4.250474 0.758898 
20 Involvement Q2 3.846300 1.075611 
21 Involvement Q3 3.717268 1.047242 
22 Motivation Q1 3.914611 0.966312 
23 Motivation Q2 3.772296 1.021327 
24 Motivation Q3 3.965844 0.995604 
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Table 13:  CRA2 Descriptive Statistics 
 
Means and Standard 
Deviations 
(Spreadsheet1.sta) 
Mean  Std Dev 
1 Leadership Q1 4.082883 0.832754 
2 Leadership Q2 3.843243 1.155244 
3 Leadership Q3 3.981982 0.872587 
4 Leadership Q4 3.482883 1.179386 
5 Understanding Q1 4.309910 0.726864 
6 Understanding Q2 4.117117 0.892596 
7 Understanding Q3 3.945946 0.923401 
8 Understanding Q4 3.855856 1.007614 
9 Understanding Q5 4.318919 0.698827 
10 Understanding Q6 3.924324 0.989860 
11 Enablement Q1 3.652252 1.119151 
12 Enablement Q2 4.057658 0.942532 
13 Enablement Q3 4.336937 0.703258 
14 Enablement Q4 4.255856 0.769064 
15 Enablement Q5 4.410811 0.731369 
16 Enablement Q6 3.924324 0.989860 
17 Communication Q1 3.857658 1.030014 
18 Communication Q2 3.747748 1.095350 
19 Communication Q3 3.302703 1.048590 
20 Communication Q4 3.284685 1.089016 
21 Communication Q7 3.931532 0.999457 
22 Involvement Q1 4.077477 0.916819 
23 Involvement Q2 3.899099 1.023505 
24 Involvement Q3 3.731532 1.043285 
25 Motivation Q1 3.803604 1.015754 
26 Motivation Q2 3.796396 1.010766 
27 Motivation Q3 4.061261 0.932677 
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4.2.2 Box Plots 
The plots displayed in the Figures below are the central tendency (mean) and variability of the 
selected variables.   
 
a) CRA1 Box Plots 
Figure 13:  CRA1 Box Plots 
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b) CRA2 Box Plots  
Figure 14:  CRA2 Box Plots 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4.2.3 Reliability Results (Cronbach alpha coefficient and inter-item correlation) 
Cronbach alpha coefficients were calculated for the purpose of commenting on the reliability of 
the measuring instruments.  It is written that researchers can determine internal consistency 
reliability of their questionnaires by means of calculating Cronbach alpha coefficients
167
.  It is 
also recommended that the inter-item correlation be calculated as an indication of 
consistency
168
. 
 
a) Reliability Results – CRA1 
The internal consistency reliability (Cronbach’s alpha) for the sum was estimated at 0.989053.  
This represents a reliable factor because numerous researchers have declared 0.7 as the cut-off  
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for acceptable and unacceptable levels of reliability
169
.  This value indicates that approximately 
98.9% of the variability in the sum score was true score variability.  In other words, there was 
true variability between respondents concerning “readiness to change” (Refer to Table 14:  
CRA1 Summary for scale). 
 
Table 14:  CRA1 Summary for scale 
Statistic Result 
Mean 95.4554 
Std.Dv 20.1414 
Valid N:  527 (Spreadsheet1.sta) 
Cronbach alpha 989053 
Average inter-item correlation 0.00000 
 
 
In Table 15 item-total statistics – CRA1, it was investigated whether one was further able to 
improve the reliability of the scale.  The two right-most columns in this table are of particular 
importance.  The correlation between items and the sum score with the item are shown in the 
column Item-Total Correlation.  The last column (Alpha if deleted) shows the resultant 
Cronbach’s alpha value if the respective item were to be deleted 
 
The results show a very high correlation between most items and the sum score.  Item 1 and 5, 
i.e. Leadership Q1 and Understanding Q1 show a lower correlation with the sum scale than any 
of the other items.  Deleting either one of the items would result in a reliability of 0.989214 and 
0.989208 respectively.  These alphas are only marginally higher than the current alpha including 
all items, and the questionnaire was used as it was. 
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Table 15:  CRA1 Item-total statistics 
 Variable 
Mean if 
deleted 
Var. if 
deleted 
StDv. If 
deleted 
Item-Total 
Correlation 
Alpha if 
deleted 
1 Leadership Q1 90.97343 384.7621 19.61535 0.775294 0.989214 
2 Leadership Q2 90.96015 380.7252 19.51218 0.810786 0.988994 
3 Leadership Q3 91.34535 376.3020 19.39850 0.881509 0.988635 
4 Leadership Q4 91.91461 363.9225 19.07675 0.879949 0.988781 
5 Understanding Q1 90.99621 384.9525 19.62021 0.780011 0.989208 
6 Understanding Q2 91.23909 373.6923 19.33112 0.888661 0.988566 
7 Understanding Q3 91.34725 374.7162 19.35759 0.895307 0.988550 
8 Understanding Q4 91.50664 367.4416 19.16877 0.948622 0.988226 
9 Understanding Q5 91.10247 381.1925 19.52415 0.820026 0.988973 
10 Understanding Q6 91.49336 368.0109 19.18361 0.948677 0.988227 
11 Enablement Q1 91.67742 366.0250 19.13178 0.923561 0.988392 
12 Enablement Q2 91.32258 371.5810 19.27644 0.904358 0.988475 
13 Enablement Q3 91.49336 368.0109 19.18361 0.948677 0.988227 
14 Communication Q1 91.52941 369.0803 19.21146 0.939700 0.988279 
15 Communication Q2 91.64326 367.7513 19.17684 0.928397 0.988343 
16 Communication Q3 92.08539 372.3020 19.29513 0.829140 0.988895 
17 Communication Q4 92.15749 369.0170 19.20981 0.843005 0.988882 
18 Communication Q7 91.42125 372.2817 19.29460 0.917675 0.988415 
19 Involvement Q1 91.20493 379.5140 19.48112 0.840064 0.988862 
20 Involvement Q2 91.60911 365.1755 19.10957 0.939236 0.988300 
21 Involvement Q3 91.73814 367.6620 19.17451 0.900937 0.988516 
22 Motivation Q1 91.54079 369.1819 19.21411 0.937794 0.988289 
23 Motivation Q2 91.68311 367.8180 19.17858 0.920983 0.988388 
24 Motivation Q3 91.48956 367.9007 19.18074 0.943860 0.988253 
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b) Reliability Results – CRA2 
The internal consistency reliability (Cronbach’s alpha) for the sum was estimated at 0.991101.  
The magnitude of the Cronbach’s alpha value was very good because Cronbach Alpha of over 
.70 represents a reliable factor
170
.  This value may be interpreted to indicate that approximately 
99.1% of the variability in the sum score was true score variability (a true variability between 
respondents concerning “readiness to change”). 
 
Table 16:  CRA2 Summary for scale 
Statistic Result 
Mean 105.995 
Std.Dv. 23.4263 
Valid N:555 (Spreadsheet2.sta) 
Cronbach alpha 991101 
Standardized alpha  
Average inter-item correlation 0.00000 
 
 
Table 17 CRA2 Item-total statistics.  It was investigated whether one was able to further improve 
the reliability of the scale.  The 2 right-most columns in this table are of particular importance.  
The correlation between items and the sum score with the item are shown in the column Item-
Total Correlation.  The last column (Alpha if deleted) shows the resultant Cronbach’s alpha value 
if the respective item were to be deleted. 
 
The results show a very high correlation between most items and the sum score.  Items 9, 13 
and 15, i.e. Understanding Q5, Enablement Q3 and Enablement Q5 show a lower correlation 
with the sum scale than any of the other items.  Deleting either one of the items would result in a 
reliability of 0.991131, 0.991168 and 0.991108 respectively.  These alphas are only marginally 
higher than the current alpha including all items and the questionnaire was used as was. 
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Table 17:  CRA2 Item-total statistics 
 Variable 
Mean if 
deleted 
Var. if 
deleted 
StDv. If 
deleted 
Itm-Totl 
Correl 
Alpha if 
deleted 
1 Leadership Q1 101.9117 513.6768 22.66444 0.886532 0.990820 
2 Leadership Q2 102.1514 497.8293 22.31209 0.944408 0.990592 
3 Leadership Q3 102.0126 511.5909 22.61837 0.898961 0.990758 
4 Leadership Q4 102.5117 500.9381 22.38165 0.862194 0.991015 
5 Understanding Q1 101.6847 519.9312 22.80200 0.825683 0.991082 
6 Understanding Q2 101.8775 510.4859 22.59394 0.906304 0.990723 
7 Understanding Q3 102.0486 508.3273 22.54612 0.928473 0.990628 
8 Understanding Q4 102.1387 504.1014 22.45220 0.944324 0.990549 
9 Understanding Q5 101.6757 521.2966 22.83192 0.816108 0.991131 
10 Understanding Q6 102.0703 504.8581 22.46905 0.944311 0.990550 
11 Enablement Q1 102.3423 501.0396 22.38391 0.909242 0.990738 
12 Enablement Q2 101.9369 507.5402 22.52865 0.928045 0.990624 
13 Enablement Q3 101.6577 521.5693 22.83789 0.802065 0.991168 
14 Enablement Q4 101.7387 517.8795 22.75697 0.838787 0.991015 
15 Enablement Q5 101.5838 520.0628 22.80489 0.816348 0.991108 
16 Enablement Q6 102.0703 504.8581 22.46905 0.944311 0.990550 
17 Communication Q1 102.1369 502.9795 22.42720 0.948137 0.990533 
18 Communication Q2 102.2468 500.9967 22.38296 0.930988 0.990625 
19 Communication Q3 102.6919 507.7087 22.53239 0.826007 0.991072 
20 Communication Q4 102.7099 505.6546 22.48676 0.837173 0.991051 
21 Communication Q7 102.0631 504.3654 22.45808 0.946262 0.990541 
22 Involvement Q1 101.9171 509.1102 22.56347 0.915772 0.990679 
23 Involvement Q2 102.0955 503.3729 22.43597 0.945511 0.990544 
24 Involvement Q3 102.2631 503.3578 22.43564 0.927048 0.990627 
25 Motivation Q1 102.1910 504.0860 22.45186 0.936748 0.990581 
26 Motivation Q2 102.1982 504.4076 22.45902 0.934205 0.990592 
27 Motivation Q3 101.9333 508.0478 22.53992 0.925737 0.990636 
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4.3 Hypothesis Testing 
A key competency for a world-class organisation is its ability to initiate and implement the correct 
type of change in order to take advantage of change markets, industries and technologies
171
.  
Therefore, leadership, understanding, enablement, communication, involvement and motivation 
are critical change variables, which provide the framework to determine go-live readiness.   
 
The hypothesis-testing section of this research presents the Hypotheses and null Hypotheses 
individually
172
 (Refer to Table 18).  The following terminology will be utilised: 
 Population 1 (P) - all the respondents from Change Readiness Assessment One (CRA1)  
 Population 2 (P) - all the respondents from Change Readiness Assessment Two (CRA2)  
 sample 1 (p) - all the respondents from Change Readiness Assessment One (CRA1)  
 sample 2 (p) - all the respondents from Change Readiness Assessment Two (CRA2)  
 
4.3.1 Hypothesis Ho1 and H1 – Sample from population 1 true reflection of the 
population 
Ho1: The sample taken from population 1 was a true reflection of the population  
H1:  The sample taken from population 1 was not a true reflection of the population  
The observed t-value for sample 1 relative to population 1 was t = 8.5659 and yielded mean 
scores of 4.0649 and 4.2527 with standard deviations of 0.9253 and 0.8982 respectively.  The t-
value indicates a 99.95% confidence that these means are similar. 
 
The null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-
value, mean value, and significance levels were sufficiently within acceptable parameters.  
 
Sample 1 was therefore representative of Population 1. 
 
4.3.2 Hypothesis Ho2 and H2 – Sample from population 2 true reflection of population 
Ho2: The sample taken from population 2 was a true reflection of population 2  
H2: The sample taken from population 2 was not a true reflection of population 2  
The observed t-value for sample 2 relative to population 2 was t = 10.4371 and yielded mean 
scores of 4.1310 and 4.0026 with standard deviations of 0.8849 and 0.9570 respectively.  The t-
value indicates a 99.95% confidence that these means are similar. 
                                            
171
 Stuart & van Vuuren.  Cognitive style and the interpretation of organsational change.  Journal of Industrial 
Psychology, 1998, 24 (30), 22 - 31Stewart, Milford, Jewels, Hunter & Hunter.  Organisational Readiness for ERP 
Implementation.  [Online].  Available:  ftp://ftp.psg.com/pub/modula-2/gpm/ism/Papers/GSt00-3.pdf.  [11 December 
2009]. 
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The null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-
value, mean value, and significance levels were sufficiently within acceptable parameters.  
 
Sample 2 was therefore representative of Population 2. 
 
Table 18:  Hypothesis 1 and 2 
 
 
Mean 
 
Std.Dv. 
 
N 
 
Diff. 
 
t 
 
df 
 
p 
 
Pop1 
   
4.2527  
   
0.8982            
 
Sample1 
   
4.0649  
   
0.9253  
       
3,312  
     
0.1878  
   
8.5659  
 
3,311.0000  
   
0.0000  
                
 
 
Mean  
 
Std.Dv.  
 
N  
 
Diff.  
 
t  
 
df  
 
p  
 
Pop2 
   
4.0026  
   
0.9570            
 
Sample2 
   
4.1310  
   
0.8849  
       
4,968  
    -
0.1284  
 
10.4371  
 
4,967.0000  
   
0.0000  
 
 
4.3.3 Hypothesis Ho3 and H3 – Leadership and Readiness 
Ho3: There was no relationship between leadership and readiness  
H3: There was a positive relationship between leadership and readiness 
The readiness H03 Hypothesis stated that there was no relationship between leadership and 
readiness; and this Hypothesis was rejected.  The H3 Hypothesis stated that there was a positive 
relationship between leadership and readiness (i.e. the mean score >= 4), and this was 
accepted. 
 
a) Sample from CRA1 
The observed t-value for leadership was t = 4.1585 and yielded a mean score of 4.1648 with a 
standard error of 0.0396 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
4.0869 and 4.2427 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the leadership variable. 
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b) Sample from CRA2 
The observed t-value for leadership was t = 1.0487 and yielded a mean score of 4.0367 with a 
standard error of 0.0349 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
3.9680 and 4.2427 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the leadership variable. 
 
4.3.4 Hypothesis Ho4 and H4 – Motivation and Readiness 
Ho4: There was no relationship between motivation and readiness 
H4: There was a positive relationship between motivation and readiness 
The readiness H04 Hypothesis stated that there was no relationship between motivation and 
readiness; and this hypothesis was rejected.  The H4 Hypothesis stated that there was a positive 
relationship between motivation and readiness (i.e. the mean score >= 4), and this was 
accepted. 
 
a) Sample from CRA1 
The observed t-value for motivation was t = 0.0517 and yielded a mean score of 4.0024 with a 
standard error of 0.0467 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
3.9106 and 4.0942 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the motivation variable. 
 
b) Sample from CRA2 
The observed t-value for motivation was t = 3.4113 and yielded a mean score of 4.1250 with a 
standard error of 0.0366 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
4.0530 and 4.1969 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
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The sample was therefore ready for change based on the motivation variable. 
 
4.3.5 Hypothesis Ho5 and H5 – Understanding and Readiness 
Ho5: There was no relationship between understanding and readiness 
H5: There was a positive relationship between understanding and readiness 
The readiness H05 Hypothesis stated that there was no relationship between understanding and 
readiness; and this Hypothesis was rejected.  The H5 Hypothesis stated that there was a positive 
relationship between understanding and readiness (i.e. the mean score >= 4), and this was 
accepted. 
 
a) Sample from CRA1 
The observed t-value for understanding was t = 9.1577 and yielded a mean score of 4.2608 with 
a standard error of 0.0284 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
4.2049 and 4.3167 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the understanding variable. 
 
b) Sample from CRA2 
The observed t-value for understanding was t = 13.5885 and yielded a mean score of 4.292572 
with a standard error of 0.0215 (Refer to Appendix 5).  The significance level was measured 
within a 95% confidence interval, and thus indicated a 95% confidence that the mean value lay 
between 4.2503 and 4.3348 relative to a reference score of 4 (a score of 4 indicated 
“readiness”).  The null Hypothesis was thus rejected and the alternative Hypothesis accepted 
because the t-value, mean value, and significance levels were sufficiently within acceptable 
parameters.  
 
The sample was therefore ready for change based on the understanding variable. 
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4.3.6 Hypothesis Ho6 and H6 – Communication and Readiness 
Ho6: There was no relationship between communication and readiness 
H6: There was a positive relationship between communication and readiness 
The readiness H06 Hypothesis stated that there was no relationship between communication and 
readiness; and this Hypothesis was accepted.  The H6 Hypothesis stated that there was a 
positive relationship between understanding and readiness (i.e. the mean score >= 4), and this 
was rejected. 
 
a) Sample from CRA1 
The observed t-value for communication was t = -5.7795 and yielded a mean score of 3.7942 
with a standard error of 0.0356 (Refer to Appendix 5).  The significance level was measured 
within a 95% confidence interval, and thus indicated a 95% confidence that the mean value lay 
between 3.7242 and 3.8641 relative to a reference score of 4 (a score of 4 indicated 
“readiness”).  The null Hypothesis was thus accepted and the alternative Hypothesis rejected. 
 
The sample was therefore not ready for change based on the communication variable.  
Resistance to change manifests itself in barriers to change, but the management of barriers to 
change need not be reactive.  Barriers to change have been identified as severe, unexpected 
and unplanned-for problems in projects
173
.  Resistance to change is recognised as a factor that 
can influence the success or failure of any organisational change effort.  Owing to forces 
demanding change, organisations are required to change to be able to continue their existence, 
making change unavoidable and part of the organisation’s life cycle
174
.   
 
Some authors are of the opinion that the real problem regarding resistance and barriers to 
change is that management does not understand what barriers to change are and where they 
manifest in an organisation.  If this is not understood and pro-actively planned for, the 
management of barriers will not be possible and therefore immediately decreases the possibility 
of implementing successful change.  The premsise is that if one knows which barriers to expect, 
pro-active interventions can be launched to either nullify or minimise their effect
175
. 
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b) Sample from CRA2 
The observed t-value for communication was t = -7.3336 and yielded a mean score of 3.7510 
with a standard error of 0.0339 (Refer to Appendix 5).  The significance level was measured 
within a 95% confidence interval, and thus indicated a 95% confidence that the mean value lay 
between 3.6844 and 3.8176 relative to a reference score of 4 (a score of 4 indicated 
“readiness”).  The null Hypothesis was thus accepted and the alternative Hypothesis rejected 
because the t-value, mean value, and significance levels were sufficiently within acceptable 
parameters.  
 
The sample was therefore not ready for change based on the communication variable.  
Researchers argue that minimal empirical research has been conducted within the South African 
context and internationally in assessing barriers to change specifically.  For this reason, the 
intended outcome of research conducted in this field, was to develop a framework for proactive 
change management.  “A sample of convenience was utilised with 332 respondents.  The 
Barriers-to-Change Questionnaire, developed for and utilised during this study, consisted of 92 
items, posted in question format anchored at the extreme sides.  The results yielded a single 
scale with a Cronbach Alpha of 0.983.  It was concluded that the domain of “Barriers-to-Change” 
was successfully measured”
176
.   
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4.3.7 Hypothesis Ho7and H7 – Involvement and Readiness 
Ho7: There was no relationship between involvement and readiness 
H7: There was a positive relationship between involvement and readiness 
The readiness H07 Hypothesis stated that there was no relationship between involvement and 
readiness; and this Hypothesis was rejected.  The H7 Hypothesis stated that there was a positive 
relationship between understanding and readiness (i.e. the mean score >= 4), and this was 
accepted. 
 
a) Sample from CRA1 
The observed t-value for involvement was t = 1.5330 and yielded a mean score of 4.0700 with a 
standard error of 0.0456 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
3.9802 and 4.1598 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the involvement variable. 
 
b) Sample from CRA2 
The observed t-value for involvement was t = 2.9363 and yielded a mean score of 4.112319 with 
a standard error of 0.0382 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
4.0371 and 4.1874 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus accepted and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the involvement variable. 
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4.3.8 Hypothesis Ho8 and H8 – Enablement and Readiness 
Ho8: There was no relationship between enablement and readiness 
H8: There was a positive correlation between enablement and readiness 
 
The readiness H08 Hypothesis stated that there was no relationship between enablement and 
readiness; and this Hypothesis was rejected.  The H8 Hypothesis stated that there was a positive 
relationship between enablement and readiness (i.e. the mean score >= 4), and this was 
accepted. 
 
a) Sample from CRA1 
The observed t-value for enablement was t = 1.0260 and yielded a mean score of 4.0483 with a 
standard error of 0.0470 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
3.9557 and 4.1408 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the enablement variable. 
 
b) Sample from CRA2 
The observed t-value for enablement was t = 16.1636 and yielded a mean score of 4.3614 with 
a standard error of 0.0223 (Refer to Appendix 5).  The significance level was measured within a 
95% confidence interval, and thus indicated a 95% confidence that the mean value lay between 
4.3175 and 4.4052 relative to a reference score of 4 (a score of 4 indicated “readiness”).  The 
null Hypothesis was thus rejected and the alternative Hypothesis accepted because the t-value, 
mean value, and significance levels were sufficiently within acceptable parameters.  
 
The sample was therefore ready for change based on the enablement variable. 
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Figure 15:  Sample Change Readiness Variable Summary Results 
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This section of the research clearly reflects that individuals do not necessarily move through the 
stages at a similar pace or have similar intensities.  Researchers are of the opinion that this may 
be one of the reasons why SAP implementations fail.  In addition, training time does not take into 
account learners who may be slower than others and allow sufficient time for the user to practise 
and to develop their confidence in using the new skill.  “According to the statistical analysis 
respondents were found to have reached different stages of concern in terms of technology 
adoption.  This supports the assumptions of the Concerns Based Adoption Model (CBAM) that 
users go through different stages of concern whilst adopting technology“
177
. 
 
Therefore, change was concerned with making things different, with change interventions which 
are planned actions to make things different
178
.  However, employee resistance can be a 
significant deterrent to effective organisational change, because organisational change can 
generate scepticism and resistance in employees, sometimes making it difficult or impossible to 
implement improvements
179
.  Incremental change is known as change in content, while 
transformation is defined as change in context.  The ability of an individual to interpret change is 
considered to be a criterion for organisational change success
180
.   
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CHAPTER 5:  CONCLUSION AND RECOMMENDATIONS 
Increased responsiveness to clients, increased productivity and efficiency through employee 
involvement and participation, increased employee commitment and satisfaction, developing a 
flexible management strategy that will enable the organisation to anticipate to environmental 
change and to survive, are the goals of organsational change and innovation programmes
181
.  
For this reason, technology is a ubiquitous force in organisations.  Advances in technology such 
as SAP R/3 have changed the nature and pace of the organisation.  ERP system 
implementations, however, requires user acceptance; as technologies are only effective to the 
extent to which they are used.  Resistance to change is a natural phenomenon and will hinder 
the change process; if ignored, it will result in a waste of money and resources
182
.  For this 
reason, user acceptance has become a critical organisational outcome
183
.   
 
This research explored employee responses to the implementation of SAP R/3 and CAPs at 
Shell SA.  A purposive sample technique was utilised.  The sample mean scores for the 
variables leadership, understanding, motivation, enablement and involvement not only attained 
the target score of 4.0 but also scored in excess of 4.0.  Therefore, the null Hypothesis was 
rejected and the alternative Hypothesis accepted for each variable respectively.  This means 
that the samples for CRA1 and CRA2 for these variables were ready for change.  The 
assessment of these responses suggested that the employees accepted change prior to the 
implementation of a SAPR/3 and CAPs and did not reject change prior to it. 
 
5.1 The outlier – the communication variable 
The objectives and aims of this research were achieved.  However, the research failed to prove 
the hypothesis for the communication variable because the null Hypothesis was accepted and 
the alternative Hypothesis rejected in CRA1 and CRA2 respectively.  Hence, results reflect that 
the sample in both CRA1 and CRA2 for the communication variable was the only change  
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variable which did not achieve the target score of 4.0.  Thus, the sample was not ready for 
change regarding the communication variable.   
 
This outlier, the communication variable, demonstrates that greater attention should be placed 
on communication as an enabler for change, as it was a critical success factor in transforming 
the organisation.  It is essential that the outcome of this result be managed effectively, through 
interventions in each respective CoB/F, in order that the total sample population be ready for 
Go-Live because “the state of communication in an organisation can make or break that 
company”
184
.  Research indicates that poor communication is the most frequently cited source of 
interpersonal conflict
185
.  In support of this perspective, social scientists point out that individuals 
spend 70% of their waking hours communicating (writing, reading, speaking and listening).  
Therefore, lack of effective communication is one of the most inhibiting forces to successful 
group performance
186
. 
 
ERP literature highlights that most organisations take communication for granted and assume 
that employees will accept the change which ERP implementations bring, and emphasize the 
significance of greater focus and continual attention to communicating change before and during 
an ERP implementation.  Early and continuous communication will assist in preparing 
employees for the significant cultural and business changes inherent in ERP implementations
187
.   
 
This section of the research provides recommendations for the DS-1 project with the 
communication challenge aligned to the implementation of new technologies as its focus.  These 
recommendations are concerned with the communication variable in ERP implementation and 
suggest that greater focus be placed on “the sharing or imparting of information” as a critical 
enabler for people readiness and subsequent ERP implementation success
188
.  It also provides 
a practical approach to enhancing communication for ERP implementations. 
 
5.1.1 Streamlining communication process 
Streamlining an organisation’s communication process will assist in eradicating non-productive 
effects of poor communication such as poor problem-solving or decision-making and reworking  
                                            
184
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because incorrect data has been used.  Continuous communication about how to use 
instructions, solve problems, make decisions and resolve conflicts, as well as keeping 
stakeholders supplied with the information they require, is vital to the success of a project 
189
.  
This interpersonal process of sending and receiving information or messages is a critical enabler 
to ERP implementation success. 
 
5.1.2 Enhancing integration through communication 
“Organisational communication allows members to co-ordinate actions, share information and 
satisfy social needs”
190
.  Human beings have developed communication systems in order to 
transfer information.  Clearly, communication is “a social affair”
191
.  Employee interaction 
increases the integration of vital information between and across CoB/F during the change 
journey.  This integration also allows employees to share best practice per CoB/F as the change 
journey progresses.   
 
5.1.3 Communication and project managers  
Project managers are in key positions to develop and maintain all communication links, internally 
to the company and project team, and externally with clients, contractors, suppliers and 
stakeholders.  It is estimated that project managers spend 90% of their working time engaged in 
some form of communication whether it be writing memos or engaging with stakeholders.  The 
ability to communicate well verbally and non-verbally is the foundation of effective leadership
192
.  
Through communication, team members share information and exchange ideas, as well as 
influencing attitudes, behaviours and understanding
193
.  Without effective communication, project 
success will be self-limiting because communication enables project managers to develop 
interpersonal relationships, inspire team members, handle conflict, and negotiate with 
stakeholders
194
.  Therefore, it is critical that project managers and leaders drive change through 
communication, and implement interventions to address the matter.  This will increase the 
probability of communication change readiness. 
 
 
 
                                            
189
 Burke (2007:291);  Newton (2007:  182); Forsyth (1999:471);  Anstey (1991:  39); Pruitt & Kim (2004:113);   
Burke (1982); Cherry (1966) 
190
 Cunningham (2007:193); Cherry (1966) 
191
 Cherry (1966:3) 
192
 Kibasoma.  Security management and leadership:  An African renaissance perspective.  Journal of Public 
Administration, 2000, 35 (1) 40 – 59; Cherry (1966) 
193
 Burke (2007);  Newton (2007:  182);  Higgins.  2006.  Retrieved:  Ready or Not?  Determining the readiness of your 
 institution for an ERP implementation.  [Online].  Available: http://www.collegiateproject.com.  [15 March 2009]. 
194
 Burke (2007); Harris, Stanz, Zaaiman, & Groenewald.  The stages of users’ concern when adopting new technology.  
SA Journal of Human Resource Management, 2004, 2 (3), 54-61 
                                                                                                                                                     
91  
 
 
5.1.4 Communication is a social function 
Communication is a “social function and therefore managers should spend more time with staff 
during the change process, as communication enables the social unit to grow”
195
.  This growth is 
essential as it creates synergy in the team, which in turn mitigates social conflict 
196
.  Increasing 
different channels of communication must be utilised to give effect to change
197
.  Leaders should 
enhance honesty through transparent communication across all CoB/F to ensure clarity and 
consistency in all communications.  This encourages greater employee contribution in order to 
enhance their involvement through regular updates on key milestones.  Leaders should also 
communicate changes earlier in the change journey, and communicate the benefits in order that 
the whole process makes sense to employees.   
 
5.1.5 Communication and transferring knowledge (education and training) 
“The total development of our people is essential in achieving our goal of corporate excellence”.  
This rationale of organisations to support personal mastery, be supportive and committed to the 
growth of their employees is critical to ERP implementation success
198
.  It would be valuable for 
line managers to be more active in briefing employees about the impact of change, and be 
involved in educating staff
199
.   
 
The medium of communication is the vehicle or channel to convey a message
200
.  Project 
communications can be transmitted in either verbal or non-verbal forms.  The choice of medium 
will influence the impact of the message; for example, a memo or email will not have the same 
effect as a face-to-face discussion
201
.  It is recommended for the DS-1 project that engagements 
should reach out to front-line staff and not be limited to high-level staff.  In addition, more regular 
and valuable feedback should be provided to staff through more face-to-face engagement 
sessions because face-to-face interaction is regarded as the best method of transmitting 
emotions and convincing the receiver of the importance of the message
202
. 
 
The use of written communication should be encouraged as it addresses misinterpretation and 
forgetfulness.  All important agreements and instructions should be confirmed in writing.  A trail 
of written communications also assists in providing clarity when disagreement or conflict arises.  
Written communications are acceptable for simple messages that are easy to convey, and for  
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those messages that require extensive dissemination to all stakeholders.  However, verbal 
channels work best for complex messages that are difficult to convey, that may need 
explanation, and where immediate feedback to the sender is needed.  It is recommended that 
greater verbal communication be used, because it assists in creating a supportive and 
inspirational climate
203
. 
 
5.1.6 Communication, noise, filters and perceptions 
“Communication is based on basic interpersonal, perceptual and agenda models”
204
.  Individuals 
perceive cues selectively and the cues people use to perceive things differ among societies.  
Barriers to communication result in breakdowns caused by noise, such as process, personal and 
physical barriers
205
.  Since Shell is a diverse organisation, the likelihood of misinterpretation 
because of these barriers, is strong.  It is critical that the messages be conveyed in a manner 
which is globally understood by employees
206
.  Factors which interfere with the effectiveness of 
the communication process should be taken into consideration.  Distortions occur during 
encoding and decoding; communication channels can be blocked by too many messages; filters 
and perceptions may influence an individual’s interpretation and impressions.  Physical 
distractions can interfere with an individual’s communication, such as interruptions or lack of 
privacy in an open office.  It is imperative to shield noise. 
 
5.1.7 Cross-cultural communication 
“Cross-cultural communication can be improved by knowing and understanding the challenges 
of body language, personal space and ethnocentrism”
207
. 
 
5.1.8 Feedback 
Acknowledging receipt of the communication and providing the sender a time frame to reply to 
any questions, are good manners.  It is important to provide feedback to senders in order that 
they can gauge how effectively the message has been understood, and also for the receivers to 
confirm they have interpreted the message correctly.  No effective communication has occurred 
until there is a common understanding.  It is also important to consider constructive feedback, 
where one provides critique and adds value to the original message
208
. 
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These results suggest that focus should be placed on communication as a key enabler in 
achieving this ERP implementation success.  Factors which influence employee responses to an 
ERP implementation include pre-conceived ideas, frames of reference, needs, interests, 
attitudes, emotional status, self-interest, assumptions about the sender and existing 
relationships with the sender, as well as a lack of responsive feedback from previous 
communications with the sender.  Projects are prone to communication difficulties owing to the 
unique nature of projects and the matrix organisation through which they are generally 
managed.  There may be overlapping responsibilities, decentralized decision-making and 
complex interfaces, all applying a strain on the communication system.  However, if the 
communication system is well managed, it can be the single most important factor determining 
product quality, efficiency, productivity and customer satisfaction
209
.  “New barriers to effective 
communication arise periodically, and it appears that organisational vision is extremely important 
in turning these barriers into communication opportunities”
210
. 
 
In addition to the transmission of messages or information, communication involves 
interpretation and meaning.  Therefore, it is central to human existence
211
.  The cost of 
communication failure impacts the individual, the team and the organisation holistically.  For this 
reason, the recommendations presented reflect the significance of communication as a key 
enabler and critical success factor for an ERP implementation and attempt to provide practical 
solutions in enhancing communication.   
 
5.2 Change and conflict transformation 
While minimal similarities existed in the sample mean scores, there was a positive relationship 
between each variable and readiness.  The question which these similarities posed:  Are 
employees ready for Go-Live based on employee responses in CRA1 and CRA2?  Employee 
responses in CRA1 reflected concerns regarding job security, the adverse impact on the 
customer and subsequent customer response, loss of business to local competitors who could 
meet customers’ needs, customers not being aware of the changes, and a lack of flexibility.  
Standardisation means fewer people doing more work, which minimises an individual’s 
creativity.  The ability to be creative was therefore posed as a concern.   
 
In addition, the changes were too fast for businesses to absorb and therefore the ability to 
sustain focus over a long period of time was also regarded as a concern.  Furthermore, change 
may also not have been user-friendly and therefore staff may have found work difficult to apply,  
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which would ultimately impact on employee performance.  The lack of clarity regarding the 
scope and alignment of the change across CoB/Fs was also suggested through CRA1 results. 
 
Organisational change cannot be a pre-planned linear process because the future cannot be 
predicated accurately.  The organisation will require flexible and adaptive strategies, because 
the management of change will be punctuated by unexpected processes and challenges
212
.  
Organisations with greater capacity for change will be more competitive over time
213
. 
 
This research also acknowledges the significance of changed goals in conflict transformation.  It 
reflects that transformation can create social conflict as evolving from, and producing changes 
in, the personal, relational, structural and cultural dimensions of human experience.  It seeks to 
promote constructive processes within each of these dimensions
214
.  This research presents the 
movement of the present towards the desired future as a set of dynamic initiatives that set in 
motion a change process and create a sustained platform to pursue long-term change.  It 
emphasises the challenge of how to end something not desired and how to build something that 
is desired
215
.  This research illustrates that “all conflict is about change”
216
.   
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APPENDICES  
 
APPENDIX1: CRA1 QUESTIONNAIRE 
CHANGE READINESS ASSESSMENT ONE (CRA1) QUESTIONNAIRE 
Number Question Measurement Scale Change Outcome 
Section 1 Demographics   
1.1 Which CoB/F do you 
belong to? 
Retail, Lubes, Lubes supply chain, 
Fuels and Bitumen, Aviation, 
Marine, Global Customer Service 
Centre, Distribution, Supply 
SCOPE, Finance, 
Contracts&Procurement, IT, HR, 
HSSE, Legal, CX, Services, 
Downstream-One Programme 
(incl StBC and GSAP), Corporate 
Staff, Other, please specify 
To determine which CoB/F the individual 
works in 
1.2 Which location do you 
work in? 
 To determine which Country and site the 
individual was located 
1.3 Which group would you 
classify yourself as? 
Lwast: Staff, Line Manager, 
General Manager 
To determine if individual was an end user 
or mid-level leader or senior leader 
Section 2 Leadership  
2.1 The Downstream Co-
ordination Team (DCT) 
has supported the 
implementation of 
Downstream-One by 
clearly making it a 
priority for the business 
by providing people and 
time. 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess Country leadership 
commitment 
2.2 My direct manager has 
supported the 
implementation of 
Downstream-One by 
engaging me in one-on-
one discussions on the 
key changes. 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess line manager commitment 
2.3 The DS-1 & GSAP local 
support groups are 
effectively supporting the 
country's implementation 
of Downstream-One  
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the reputation of the 
Downstream-One project team 
2.4 I have regular visibility of 
the Downstream Co-
ordination team (DCT) 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine leadership visibility 
Section 3 Understanding 
3.1  I understand the 
purpose and objectives 
of Downstream-One. For 
example, "What was" 
Streamline, GSAP and 
DS-1 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the success of employee 
engagement events and communications 
3.2 I understand what 
Downstream-One will 
mean to my CoB/F 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the effectiveness of the CoB/F 
vision and its delivery by the leadership 
3.3 Please articulate what 
Downstream-One 
means for your CoB/F 
free text field To assess if their view of the vision was 
aligned with the CoB/F vision 
3.4 
 
I understand how the 
new processes affect my 
CoB/F 
 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess process knowledge 
understanding 
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3.5 I understand how the 
new processes affect me  
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess process knowledge 
understanding 
3.6 I believe that the 
Downstream-One 
implementation will 
provide benefits for the 
organisation 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the success of employee 
engagement events and communications 
3.7  I believe that the 
Downstream-One 
implementation will 
provide benefits for me 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the success of employee 
engagement events and communications 
Section 4 Enablement 
4.1  I understand how my 
job and work routines 
will be impacted 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess if the job briefing was 
successful in building understanding of the 
job changes 
4.2 I know who to approach 
in my CoB/F if I have 
questions/queries/conce
rns about Downstream-
One implementation in 
my country 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess if there are clear lines of 
escalation. 
Section 5 Communication 
5.1 The plan, activities and 
milestones of the 
Downstream-One 
programme affecting my 
CoB/F are clearly 
communicated by my 
leader 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if employees understand the 
plan, activities and milestones 
5.2 I am satisfied with the 
quality and clarity of 
information I receive 
regarding Downstream-
One from my leader 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine level of information shared 
in sufficient 
5.3 How often has your 
manager talked to you 
about the Downstream-
One programme and 
what was required of 
you? 
Often/ Rarely/ Never To determine how often line managers 
explain the changes to staff 
5.4 Are messages about 
Downstream-One 
included in your regular 
team meetings? 
Often/ Rarely/ Never To determine if Downstream-One was 
integrated with CoB/F activities 
5.5 From where do you get 
your information about 
Downstream-One? 
Lwast sources (One on One with 
line manager, Regular 
meetings/briefing with team, Face 
to Face sessions with senior 
leader, Webcasts, Downstream 
newsletter, CoB/F newsletters, 
Downstream-One programme 
newsletter, Downstream-One 
website)  
To determine the popular information 
sharing mechanisms 
5.6 You receive information 
in a number of ways, 
which do you find was 
the most valuable? 
(please select a 
maximum of two) 
Lwast sources (One on One with 
line manager, Regular 
meetings/briefing with team, Face 
to Face sessions with senior 
leader, Webcasts, Downstream 
newsletter, CoB/F newsletters, 
Downstream-One programme 
newsletter, Downstream-One 
website)  
To determine the information mechanisms 
preferences 
5.7 I positively communicate 
about the Downstream-
One changes to my 
colleagues 
 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
NEW 
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Section 6 Involvement 
6.1 I am given the 
opportunity to ask 
questions about 
Downstream-One 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess if leadership have provided the 
opportunity to listen to staff 
6.2 I raising issues and 
concerns to my manager 
about Downstream-One 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if staff have been proactive 
in raising issues and concerns 
6.3 The issues and 
concerns I have raised 
was about Downstream-
One have been 
answered or are in the 
process of being 
addressed 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if leadership have been 
following through on issues and concerns 
raised was 
Section 7 Motivation 
7.1 My manager recognizes 
my contribution to the 
Downstream-One 
changes  
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To understand if staff are being 
recognised for their work/efforts 
7.2 I feel comfortable with 
the amount of change 
expected of me through 
the implementation of 
Downstream-One 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine the change capacity of staff 
7.3 I believe that Shell, after 
the changes, will have 
an attractive work 
culture for me. 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the confidence in the strategy 
and benefits case 
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APPENDIX 2: CRA2 QUESTIONNAIRE 
CHANGE READINESS ASSESSMENT TWO (CRA2) QUESTIONNAIRE 
Number Question Measurement Scale Change Outcome 
Section 1 Demographics   
1.1 Which CoB/F do you 
belong to? 
Retail, Lubes, Lubes supply chain, 
Fuels and Bitumen, Aviation, Marine, 
Global Customer Service Centre, 
Distribution, Supply SCOPE, 
Finance, Contracts&Procurement, IT, 
HR, HSSE, Legal, CX, Services, 
Downstream-One Programme (incl 
StBC and GSAP), Corporate Staff, 
Other, please specify 
To determine which CoB/F the 
individual works in 
1.2 Which location do you 
work in? 
 To determine which Country and site 
the individual was located 
1.3 Which group would you 
classify yourself as? 
Last: Staff, Line Manager, General 
Manager 
To determine if individual was an end 
user or mid-level leader or senior 
leader 
Section 2 Leadership  
2.1 The Downstream Co-
ordination Team (DCT) 
has supported the 
implementation of 
Downstream-One by 
clearly making it a 
priority for the business 
by providing people and 
time. 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess Country leadership 
commitment 
2.2 My direct manager has 
supported the 
implementation of 
Downstream-One by 
engaging me in one-on-
one discussions on the 
key changes. 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess line manager commitment 
2.3 The DS-1 & GSAP local 
support groups are 
effectively supporting the 
country's implementation 
of Downstream-One  
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the reputation of the 
Downstream-One project team 
2.4 I have regular visibility of 
the Downstream Co-
ordination team (DCT) 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine leadership visibility 
Section 3 Understanding 
3.1  I understand the 
purpose and objectives 
of Downstream-One. For 
example, "What was" 
Streamline, GSAP and 
DS-1 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the success of employee 
engagement events and 
communications 
3.2 I understand what 
Downstream-One will 
mean to my CoB/F 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the effectiveness of the 
CoB/F vision and its delivery by the 
leadership 
3.3 Please articulate what 
Downstream-One 
means for your CoB/F 
free text field To assess if their view of the vision was 
aligned with the CoB/F vision 
3.4 I understand how the 
new processes affect my 
CoB/F 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess process knowledge 
understanding 
3.5 I understand how the 
new processes affect me  
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
 
 
To assess process knowledge 
understanding 
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3.6 I believe that the 
Downstream-One 
implementation will 
provide benefits for the 
organisation 
 
 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the success of employee 
engagement events and 
communications 
3.7  I believe that the 
Downstream-One 
implementation will 
provide benefits for me 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the success of employee 
engagement events and 
communications 
Section 4 Enablement 
4.1  I understand how my 
job and work routines 
will be impacted 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess if the job briefing was 
successful in building understanding of 
the job changes 
4.2 I know who to approach 
in my CoB/F if I have 
questions/queries/conce
rns about Downstream-
One implementation in 
my country 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess if there are clear lines of 
escalation. 
4.3 I look forward to the end-
user training I will 
receive for Go-Live 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine responses to new 
technology  
4.4 I understand that the 
implementation of GSAP 
has great benefits for the 
organisation, our 
customers and for my 
job 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine responses to new 
technology  
4.5 I am looking forward to 
mastering new 
technology e.g. SAP, 
ITCAP 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if staff are excited about 
working with new technology 
Section 5 Communication 
5.1 The plan, activities and 
milestones of the 
Downstream-One 
programme affecting my 
CoB/F are clearly 
communicated by my 
leader 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if employees understand 
the plan, activities and milestones 
5.2 I am satisfied with the 
quality and clarity of 
information I receive 
regarding Downstream-
One from my leader 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine level of information 
shared in sufficient 
5.4 How often has your 
manager talked to you 
about the Downstream-
One programme and 
what was required of 
you? 
Often/ Rarely/ Never To determine how often line managers 
explain the changes to staff 
5.5 Are messages about 
Downstream-One 
included in your regular 
team meetings? 
Often/ Rarely/ Never To determine if Downstream-One was 
integrated with CoB/F activities 
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5.6 From where do you get 
your information about 
Downstream-One? 
Lwast sources (One on One with line 
manager, Regular meetings/briefing 
with team, Face to Face sessions 
with senior leader, Webcasts, 
Downstream newsletter, CoB/F 
newsletters, Downstream-One 
programme newsletter, Downstream-
One website)  
To determine the popular information 
sharing mechanisms 
5.7 You receive information 
in a number of ways, 
which do you find was 
the most valuable? 
(please select a 
maximum of two) 
Lwast sources (One on One with line 
manager, Regular meetings/briefing 
with team, Face to Face sessions 
with senior leader, Webcasts, 
Downstream newsletter, CoB/F 
newsletters, Downstream-One 
programme newsletter, Downstream-
One website)  
To determine the information 
mechanisms preferences 
5.8 I positively communicate 
about the Downstream-
One changes to my 
colleagues 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
NEW 
Section 6 Involvement 
6.1 I am given the 
opportunity to ask 
questions about 
Downstream-One 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess if leadership have provided 
the opportunity to listen to staff 
6.2 I raised issues and 
concerns to my manager 
about Downstream-One 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if staff have been 
proactive in raising issues and concerns 
6.3 The issues and 
concerns I have raised 
about Downstream-One 
have been answered or 
are in the process of 
being addressed 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine if leadership have been 
following through on issues and 
concerns raised 
Section 7 Motivation 
7.1 My manager recognizes 
my contribution to the 
Downstream-One 
changes  
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To understand if staff are being 
recognised for their work/efforts 
7.2 I feel comfortable with 
the amount of change 
expected of me through 
the implementation of 
Downstream-One 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To determine the change capacity of 
staff 
7.3 I believe that Shell, after 
the changes, will have 
an attractive work 
culture for me. 
Strongly agree / Agree / Disagree/ 
Strongly Disagree 
To assess the confidence in the 
strategy and benefits case 
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APPENDIX 3:  LETTER 
 
Faculty of Arts 
NMMU 
Tel: +27 (0)41 504-2621  Fax: +27 (0)41-504-xxxx 
           E-mail Faculty Chairperson: BarbaraLucy.Kritzinger@nmmu.ac.za 
 
 
Date: December 2008   
 
Ref: (Reference Number supplied upon granting of ethics approval) 
 
Contact person:  Lizel Anthony: Lizel.Anthony@shell.com 
 
Dear  
 
You are being asked to participate in a research study.  We will provide you with the necessary information 
to assist you to understand the study and explain what would be expected of you (participant). These 
guidelines would include the risks, benefits, and your rights as a study subject.  Please feel free to ask the 
researcher to clarify anything that was not clear to you.  To participate, it will be required of you to provide a 
written consent that will include your signature, date and initials to verify that you understand and agree to 
the conditions.  You have the right to query concerns regarding the study at any time. Immediately report 
any new problems during the study, to the researcher.  Telephone numbers of the researcher are provided.  
Please feel free to call these numbers.    
 
Furthermore, it was important that you are aware of the fact that the study has to be approved by the 
Research Ethics Committee (Human) of the university.  The REC-H constants of a group of independent 
experts that has the responsibility to ensure that the rights and welfare of participants, in research are 
protected and that studies are conducted in an ethical manner.  Studies cannot be conducted without REC-
H’s approval.  Queries with regard to your rights as a research subject can be directed to the Research 
Ethics Committee (Human) you can call the Director: Research Management at (041) 504-4536. 
 
If no one could assist you, you may write to: The Chairperson of the Research, Technology and Innovation 
Committee, PO Box 77000, Nelson Mandela Metropolitan University, Port Elizabeth, 6031.  
 
Participation in research was completely voluntary.  You are not obliged to take part in any research.  If you 
do partake, you have the right to withdraw at any given time.  However, if you do withdraw from the study, 
you should contact the principle researcher via e-mail at least one week before you withdraw. 
 
If you fail to notify the principle researcher of your withdrawal from the research, the principle researcher 
has the right to find a replacement participant if you a) fail to respond to your e-mail partner after one week 
has elapsed or b) fail to respond to e-mails from the principle researcher regarding your participation. The 
study may be terminated at any time by the researcher, the sponsor or the Research Ethics Committee 
(Human) that initially approved the study.  
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Although your identity will, at all times remain confidential the results of the research study may be 
presented at scientific conferences or in specialist publications.  
 
This informed consent statement has been prepared in compliance with current statutory guidelines. 
 
 
 
Yours sincerely 
 
 
 
 
Lizel Anthony 
Tel:  + 27 828045078 / +27 11 9967823 
PRINCIPLE RESEARCHER 
 
cc: Professor P.W. Cunningham: peter.cunningham@nmmu.ac.za 
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APPENDIX 4:  TABLE OF CODES 
 
 
GENERAL CODES 
 
Codes Reference 
 
SA 
 
Strongly Agree 
A Agree 
 
D Disagree 
 
SD Strongly Disagree 
 
O Often 
 
R Rarely 
 
N Never 
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APPENDIX 5:  SAMPLE RESPONSES (RAW DATA) 
Question No 
per variabile 
CRA1 - Population CRA1 - Sample CRA2 - Population CRA2 - Sample 
Leadership SA A D SD SA A D SD SA A D SD SA A D SD 
1 52.8% 45.5% 0.6% 1.1% 55.8% 41.3% 0.7% 2.2% 27.4% 63.8% 7.4% 1.4% 34.2% 63.0% 2.7% 0.1% 
2 58.1% 38.5% 1.7% 1.7% 54.3% 41.3% 3.6% 0.7% 30.6% 48.3% 16.9% 4.1% 32.1% 48.9% 16.3% 2.7% 
3 29.0% 62.5% 7.6% 0.9% 25.4% 66.7% 5.1% 2.9% 21.8% 67.6% 8.3% 2.3% 37.0% 57.1% 4.9% 1.1% 
4 18.6% 51.2% 26.0% 4.2% 20.3% 53.6% 24.6% 1.4% 16.4% 51.7% 27.6% 4.3% 19.0% 58.7% 18.5% 3.8% 
Understanding SA A D SD SA A D SD SA A D SD SA A D SD 
1 50.5% 47.6% 1.1% 0.8% 52.2% 44.9% 0.7% 2.2% 40.7% 54.8% 3.8% 0.7% 40.8% 57.1% 1.6% 0.5% 
2 41.0% 49.9% 8.0% 1.1% 47.8% 45.7% 5.1% 1.4% 33.3% 56.6% 8.6% 1.4% 39.1% 56.5% 4.3% 0.0% 
3 30.9% 59.4% 8.9% 0.8% 37.0% 56.5% 5.8% 0.7% 23.2% 63.2% 11.9% 1.6% 32.6% 61.4% 6.0% 0.0% 
4 28.7% 55.2% 14.6% 1.5% 29.0% 60.1% 9.4% 1.4% 22.90% 59.50% 15.70% 2.00% 32.1% 58.7% 9.2% 0.0% 
5 44.6% 51.0% 3.8% 0.6% 46.4% 50.7% 2.2% 0.7% 40.4% 55.7% 3.4% 0.5% 53.3% 46.2% 0.0% 0.5% 
6 28.3% 56.5% 13.5% 1.7% 31.9% 58.0% 8.7% 1.4% 24.9% 60.4% 11.9% 2.9% 36.4% 57.6% 4.9% 1.1% 
Enablement SA A D SD SA A D SD SA A D SD SA A D SD 
1 23.0% 55.4% 19.7% 1.9% 24.6% 55.8% 18.8% 0.7% 18.2% 57.5% 20.0% 4.3% 25.0% 63.6% 11.4% 0.0% 
2 36.1% 53.7% 8.0% 2.3% 42.0% 47.1% 10.1% 0.7% 32.3% 55.1% 11.4% 1.3% 43.5% 48.9% 7.1% 0.5% 
3 Not in CRA1 Not in CRA1 41.6% 55.0% 2.3% 1.1% 53.3% 45.7% 0.5% 0.5% 
4 Not in CRA1 Not in CRA1 37.7% 56.9% 4.1% 1.3% 54.9% 42.9% 1.6% 0.5% 
5 Not in CRA1 Not in CRA1 50.1% 45.8% 3.4% 0.7% 65.2% 33.7% 1.1% 0.0% 
6 28.3% 56.5% 13.5% 1.7% 31.9% 58.0% 8.7% 1.4% 24.9% 60.4% 11.9% 2.9% 36.4% 57.6% 4.9% 1.1% 
Communication SA A D SD SA A D SD SA A D SD SA A D SD 
1 25.0% 59.4% 14.2% 1.3% 23.9% 63.0% 12.3% 0.7% 24.3% 57.5% 16.0% 2.2% 28.8% 54.3% 16.3% 0.5% 
2 20.7% 60.7% 16.3% 2.3% 21.7% 63.8% 14.5% 0.0% 22.0% 56.0% 18.7% 3.2% 26.1% 57.6% 15.8% 0.5% 
 Often Rarel
y 
Never  Often Rarely Never  Often Rarely Never  Often Rarely Never  
3 70.4% 25.8% 3.8%   76.8% 21.0% 2.2%   68.3% 25.4% 6.3%   74.5% 20.1% 5.4%   
4 68.9% 23.1% 8.0%   76.8% 17.4% 5.8%   68.6% 22.5% 8.8%   72.3% 18.5% 9.2%   
 CRA1 - Population CRA1 - Sample CRA2 - Population CRA2 - Sample 
One on One with 
line manager 
11.4%       11.5%       11.3%       13.2%     
Regular 
meetings/ 
briefing with 
team 
 
 
 
17.8%       21.2%       18.1%       20.5%     
Face to Face 
sessions with 
senior leader 
17.6%       16.1%       13.8%       11.8%     
Webcasts 13.0%       10.1%       9.6%       7.5%     
Downstream 
newsletter 
 
 
 
 
17.1%       18.3%       20.5%       18.5%     
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Question No 
per variabile CRA1 - Population CRA1 - Sample CRA2 - Population CRA2 - Sample 
CoB/F 
newsletters 4.7%       6.3%       5.4%       6.7%     
Downstream-
One programme 
newsletter 8.1%       7.7%       10.9%       10.4%     
Downstream-
One website 6.7%       5.8%       7.1%       6.3%     
Other, please 
specify 3.5%       3.1%       3.3%       5.0%     
6                               
One on One with 
line manager 16.8%       13.2%       16.2%       20.0%     
Regular 
meetings/briefing 
with team 26.8%       20.5%       25.4%       30.6%     
Face to Face 
sessions with 
senior leader 23.0%       11.8%       18.5%       18.9%     
Webcasts 8.3%       7.5%       6.2%       3.6%     
Downstream 
newsletter 9.5%       18.5%       15.8%       12.5%     
CoB/F 
newsletters 3.4%       6.7%       3.0%       2.8%     
Downstream-
One programme 
newsletter 5.4%       10.4%       7.5%       5.0%     
Downstream-
One website 5.7%       6.3%       5.1%       3.3%     
Other, please 
specify 1.1%       5.0%       2.3%       3.3%     
  SA A D SD SA A D SD SA A D SD SA A D SD 
7 28.7% 59.0% 11.8% 0.6% 29.7% 59.4% 10.9% 0.0% 26.8% 57.3% 13.9% 2.0% 30.4% 60.3% 6.5% 2.7% 
Involvement SA A D SD SA A D SD SA A D SD SA A D SD 
1 37.4% 56.7% 5.3% 0.6% 37.7% 55.1% 7.2% 0.0% 31.2% 58.2% 8.5% 2.2% 41.3% 51.6% 6.0% 1.1% 
2 27.1% 52.6% 18.4% 1.9% 37.7% 47.1% 14.5% 0.7% 27.0% 55.1% 16.4% 1.4% 33.7% 53.3% 12.0% 1.1% 
3 18.8% 58.4% 21.3% 1.5% 23.2% 61.6% 13.8% 1.4% 16.9% 63.1% 16.2% 3.8% 25.0% 64.1% 8.7% 2.2% 
Motivation SA A D SD SA A D SD SA A D SD SA A D SD 
1 24.3% 60.0% 14.4% 1.3% 30.4% 57.2% 10.9% 1.4% 20.4% 60.7% 16.8% 2.2% 27.2% 58.2% 12.5% 2.2% 
2 0.19 0.613 17.5% 2.3% 21.7% 61.6% 12.3% 4.3% 19.6% 61.4% 16.8% 2.2% 26.6% 63.6% 8.7% 1.1% 
3 28.1% 57.5% 11.8% 2.7% 31.2% 60.1% 7.2% 1.4% 31.7% 56.2% 10.6% 1.4% 43.5% 52.7% 3.8% 0.0% 
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APPENDIX 6:  DATA FOR HYPOTHESIS TESTING 
CRA1 
 
Mean 
 
Std.Dv. 
 
N 
 
Std.Err. 
 
Confidence 
 
Confidence 
 
Reference 
 
t-value 
 
df 
 
p 
Leadership 4.164855 0.931402 552 0.039643 4.086985 4.242725 4.000000 4.15848 551 0.000037 
Understanding 4.260870 0.819688 828 0.028486 4.204956 4.316783 4.000000 9.15777 827 0.000000 
Enablement 4.048309 0.957997 414 0.047083 3.955757 4.140861 4.000000 1.02604 413 0.305472 
Communication 3.794203 0.935338 690 0.035608 3.724290 3.864116 4.000000 -5.77956 689 0.000000 
Involvement 4.070048 0.929694 414 0.045692 3.980230 4.159866 4.000000 1.53306 413 0.126028 
Motivation 4.002415 0.950338 414 0.046707 3.910603 4.094228 4.000000 0.05172 413 0.958780 
                      
 
CRA2 
 
Mean 
 
Std.Dv. 
 
N 
 
Std.Err. 
 
Confidence 
 
Confidence 
 
Reference 
 
t-value 
 
df 
 
p 
Leadership 4.036685 0.949049 736 0.034982 3.968007 4.105362 4.000000 1.04866 735 0.294677 
Understanding 4.292572 0.715392 1104 0.021531 4.250327 4.334818 4.000000 13.58858 1103 0.000000 
Enablement 4.361413 0.742931 1104 0.022360 4.317541 4.405285 4.000000 16.16368 1103 0.000000 
Communication 3.751087 1.029488 920 0.033941 3.684476 3.817698 4.000000 -7.33365 919 0.000000 
Involvement 4.112319 0.898715 552 0.038252 4.037182 4.187456 4.000000 2.93630 551 0.003460 
Motivation 4.125000 0.860902 552 0.036642 4.053024 4.196976 4.000000 3.41135 551 0.000694 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
